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T  INTRODUCTION 

The  largest  industry  In  the  world  is  tourism,  employing  one  in  every  fourteen  people. 
It  is  Alberta's  third  largest  industry,  generating  billions  of  dollars  of  revenue  every  year 
and  creating  an  estimated  100,000  full-time,  part-time  and  seasonal  jobs.  By  the  year 
2000,  tourism  has  the  potential  to  provide  220,000  jobs  for  Albertans.  The  diversity 
and  rapid  growth  of  this  industry  will  have  a  tremendous  impact  on  the  entire 
economy. 

Tourism  involves  the  participation  of  area  residents,  businesses,  agencies  and 
educational  institutions,  all  of  whom  play  an  integral  part  in  providing  services  and 
products  to  visitors  to  ensure  a  pleasant  and  satisfying  experience. 

The  tourism  industry  is  multi-dimensional  and  encompasses  eight  sectors: 

1)  Accommodation  5)  Food  and  Beverage 

2)  Adventure  Tourism  and  Recreation  6)  Tourism  Services 

3)  Attractions  7)  Transportation 

4)  Events  and  Conferences  8)  Travel  Trade 

The  Alberta  Tourism  Education  Council  (ATEC)  exists  to  stimulate  and  integrate  the 
resources  of  industry,  government  and  education  to  meet  the  present  and  future 
education  and  training  needs  of  Alberta's  tourism  industry.  To  achieve  this,  ATEC, 
along  with  the  Manitoba  Tourism  Education  Council,  the  Saskatchewan  Tourism 
Education  Council  and  the  Pacific  Rim  Institute  of  Tourism,  is  involved  in  a  project 
called  the  Tourism  Standards  Consortium  (TSC).  The  mandate  of  TSC  is  to  co- 
operatively develop  standards  and  certification  for  the  tourism  industry  of  western 
Canada.  Over  the  next  three  years,  TSC  will  develop  new  standards  as  well  as  revise 
and  validate  existing  standards.  In  addition,  standards-based  certification  will  be 
developed  as  requested  by  industry. 

The  members  of  TSC  are  also  members  of  the  national  Tourism  Industry  Standards 
and  Certification  committee  (TISCC),  and  are  working  with  all  the  other  provinces  and 
territories  towards  the  goal  of  professionalising  the  tourism  industry  throughout 
Canada. 

If  you  would  like  more  information  on  how  you  can  benefit  from  these  certification 
standards,  please  call  or  write: 

Alberta  Tourism  Education  Council 
1700  Standard  Life  Centre 

1 0405  Jasper  Avenue 
Edmonton,  Alberta,  T5J  3N4 
Phone:  (403)  422-0781 
Fax:  (403)  422-3430 
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T   STANDARDS  OVERVIEW 


WHAT  ARE  STANDARDS? 

Standards  are  statements  outlining  the 
knowledge  and  performance  required  of 
an  individual  to  be  considered  competent 
in  an  occupation. 

WHY  DEFINE  STANDARDS? 

Defining  standards  is  one  way  to  help 
increase  understanding  of  the  broad 
range  of  skills  required  of  those  working 
within  this  industry.  This  will  enhance 
the  image  of  hospitality  within  the 
industry,  as  well  as  with  the  general 
public. 

HOW  ARE  STANDARDS 
DEVELOPED? 

These  standards  were  developed  by 
industry  professionals  across  Canada's 
four  western  provinces.  These 
individuals  volunteered  their  time  and 
expertise  to  provide  a  complete 
description  of  the  skills,  attitudes  and 
knowledge  required  for  this  occupation. 
Each  province  had  two  committees 
consisting  of  individuals  working  in  the 
industry:  an  initial  committee  of  10-12 
industry  professionals  which  met  to 
detemiine  the  content  of  the  standards, 
as  well  as  a  larger  committee  of  another 
25-35  professionals  which,  after  receiving 
the  draft  version  of  the  standards, 
commented  on  the  content  by  mail.  All 
comments  were  addressed  at  a  second 
meeting  of  the  original  committee  and 
once  the  content  was  agreed  upon,  the 
final  version  was  printed. 


WHO  BENEFITS  FROM 
STANDARDS? 

Eventually,  all  will  benefit  from  the 
monitoring  of  performance  in  relation  to 
industry  standards.  As  standards  gain 
recognition,  industry  professionals  will  be 
able  to  increase  their  skills  and 
knowledge  and  be  recognized  for  their 
abilities.  This  will  benefit  local  and 
visiting  consumers  and  increase 
satisfaction  within  the  hospitality  and 
tourism  industries. 

Specific  groups  who  can  benefit  from 
standards  are: 
Industry  Professionals 

-  standards  help  identify  career  paths 

-  standards  enhance  public  image 

-  standards  provide  a  basis  for 
challenge,  self-improvement  and 
advancement 

-  standards  provide  the  basis  for 
certification,  based  upon  competent 
performance 

Employers  and  Owners 

-  standards  define  areas  where 
employees  must  be  proficient,  which 
assists  in  recruiting,  training  and 
development  of  staff 

-  standards  will  provide  employers  and 
owners  with  a  highly  trained  work 
force,  which  can  increase  productivity 
and  decrease  costs  incurred  by  high 
staff  turnover,  translating  into  an 
improved  bottom  line 

Educators 

-  standards  provide  the  basis  for 
curriculum  and  program  development 

-  standards  identify  areas  where 
educational  expertise  is  needed  and 
applicable 
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Students 

-  standards  help  to  promote  the 
tourism  industry  as  a  viable  and 
fulfilling  career  choice 

-  standards  clarify  career  options 
within  the  tourism  industry 

HOW  ARE  STANDARDS  READ? 

Major  Categories  are  located  in  the 
outer  margins.  These  indicate  the 
general  skill  area  within  the  occupation. 

Skills  are  located  in  the  left-hand 
column.  These  indicate  abilities 
professionals  must  have  to  fulfil  the 
requirements  of  the  occupation  properly. 

Standards  are  located  in  the  right-hand 
column.  These  specify  what  a 
professional  must  know,  and  how  to 
apply  this  knowledge  to  the  skill. 

The  centre  column  identifies  the 
standard  as  either  a: 

-  K  (knowledge  task)  -  what  a 
professional  must  know  to  be  considered 
competent  in  a  skill,  or  a 

-  P  (performance  task)  -  what  a 
professional  must  demonstrate  to  be 
considered  competent  in  a  skill,  based  on 
the  requirements  as  stated  in  the 
knowledge  standard. 


HOW  DO  STANDARDS  RELATE  TO 
THE  CERTIFICATION  PROCESS? 

Standards  are  used  as  the  basis  for  the 
implementation  of  a  three-step 
certification  process  for  industry 
personnel.  The  initial  step  is  a  written 
examination  which,  when  successfully 
completed,  is  followed  by  a  performance 
checklist,  completed  in  the  workplace. 
The  third  step  is  an  industry  evaluation 
conducted  by  a  trained  evaluator  certified 
in  the  occupation. 

HOW  DOES  ORGANIZATIONAL 
POLICY  RELATE  TO  STANDARDS? 

The  Tourism  Standards  Consortium 
recognizes  that  an  establishment  may 
have  internal  policies  that  affect  the  way 
in  which  a  skill  is  perfonned.  By  learning 
or  demonstrating  an  accepted  generic 
standard,  the  certified  professional  gains 
the  advantage  of  greater  job  mobility,  as 
well  as  an  appreciation  of  other  ways  of 
accomplishing  tasks. 

Organizational  policy  does  not  replace 
the  generic  standard;  rather,  it  allows  the 
evaluator  to  determine  if  performance  is 
to  the  standard  or  follows  a  particular 
house  policy.  The  evaluator  will  not  fail 
candidates  for  following  policies  of  their 
organizations  when  completing  the 
industry  evaluation. 
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Therefore,  where  reference  is  made  to  legislation,  the  reader  is  expressly  advised  to 
consult  the  original  legislation,  and  to  obtain  further  advice  as  required. 


BARTENDER 


SKILL  1: 
EXHIBIT 
POSITIVE 
ATTITUDE 


1 .1    describe  impact  of  a 
positive  attitude 


K 


TOURISM 
STANDARDS 
CONSORTIUM 


describe  impact  of  a  positive  attitude: 

a)  another  person's  positive  attitude 
causes  one  to  feel: 

good  about  self  and  others 
energetic 
enthusiastic 
positive 

useful  and  helpful 
important  and  significant 

b)  a  positive  attitude  allows  one  to: 
feel  good  about  self  and  others 
be  open  to  new  ideas 
appear  approachable 
be  perceived  as  being  likable 
maintain  friendships 
communicate  more  effectively 
experience  greater  job  satisfaction 
make  most  of  situations 
deal  more  effectively  with  stress  and 

enjoy  better  health  as  a  result 

c)  a  positive  attitude  affects  business  and 
community  by: 

•  creating  positive  experiences  for 
guests  and  staff 

•  encouraging  repeat  business 

•  encouraging  new  business  through 
positive  word-of-mouth  advertising 

•  increasing  revenue 

•  increasing  prestige 

•  extending  length  of  guest's  stay 


A. 

PROFESSIONALISM 
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BARTENDER 


TOURISM 
STANDARDS 
CONSORTIUM 


SKILL  1 : 
EXHIBIT 
POSITIVE 
ATTITUDE 

1.2     describe  how  to 
develop  a  positive 
attitude 


K 


describe  how  to  develop  a  positive 
attitude: 

a)  identify  strengths  and  weaknesses 

b)  set  and  document  realistic  goals 

c)  develop  action  plan  to  achieve 
goals,  for  example: 

observe  and  model  others  who 
have  desired  attitude  and 
behaviours 

•  practice  behaviours  and  thought 
processes  consistent  with 
desired  attitude 

visualize  self  advancing  towards 
goals 

d)  evaluate  progress: 

seek  feedback  from  others 

•  monitor  self 


A. 

PROFESSIONALISM 
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BARTENDER 


SKILL  2: 
EXHIBIT 

PROFESSIONAL 
APPEARANCE 


2.1 


maintain  personal 
hygiene 


2.2 


maintain  professional 
appearance 


K 


K 


TOURISM 
STANDARDS 
CONSORTIUM 


outline  how  to  maintain  personal  hygiene: 

a)  keep  hair  clean  and  controlled,  e.g.  tie 
back  long  hair 

b)  keep  fingernails  neat  and  clean 

c)  wash  hands  frequently,  e.g.  after 
smoking 

d)  keep  teeth  clean  and  breath  fresh, 
e.g.  brush  teeth 

e)  control  body  odour,  e.g.  bathe 

maintain  personal  hygiene  as  outlined 
above 


outline  how  to  maintain  professional 
appearance: 

a)  maintain  uniform  or  clothing: 

•  clean  and  press  regularly 

•  ensure  buttons  are  attached 

•  wear  clean,  closed-toed  shoes  with 
good  support  and  non-slip  soles 

•  wear  clean  hosiery, 
e.g.  nylons,  dress  socks 

b)  use  fragrance,  cosmetics  and  jewellery 
sparingly 

c)  maintain  good  posture 

d)  pick  up  feet  when  walking 

e)  keep  hands  out  of  pockets 

maintain  professional  appearance  as 
outlined  above 


A. 

PROFESSIONALISM 
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BARTENDER 


TOURISM 
STANDARDS 
CONSORTIUM 


SKILL  3: 
EXHIBIT 

PROFESSIONAL 
CONDUCT 

3.1     follow  house  policies 


3.2  follow  guidelines  for 
smoking  and  eating, 
and  drinking  of  non- 
alcoholic beverages 


PROFESSIONALISM 


K 


outline  how  to  follow  house  policies: 

a)  access  and  understand  established 
house  policies,  e.g.  server 
intervention,  tipping  out,  disciplinary 
procedures,  guest  walk-out: 

ask  supervisor  and  co-workers 
for  information  and  guidelines 

•  read  training  manual 

•  attend  orientation  sessions 

b)  use  information  and  guidelines  when 
house  policy  applies 

follow  house  policies  as  outlined  above 


outline  guidelines  for  smoking  and 
eating,  and  drinking  of  non-alcoholic 
beverages: 

smoke,  eat  and  drink  non-alcoholic 
beverages: 

a)  in  designated  areas,  for  example: 

•  away  from  guest  service  areas 

•  out  of  guests'  view 

away  from  food  preparation 
areas 

b)  only  when  business  allows, 

e.g.  when  business  is  slow  or  during 
breaks 

follow  guidelines  for  smoking  and 
eating,  and  drinking  of  non-alcoholic 
beverages  as  outlined  above,  with 
consideration  of  house  policy 
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BARTENDER 


SKILL  3: 
EXHIBIT 

PROFESSIONAL 
CONDUCT 


3.3 


follow  guidelines  for 
staff  illness 


3.4 


follow  guidelines 
regarding  theft 


3.5 


follow  guidelines  for 
gratuity  etiquette 


K 


K 


outline  guidelines  for  staff  illness: 

a)  notify  supervisor  as  soon  as  possible 
when  ill 

b)  stay  home  from  work  or  follow  doctor's 
directions  when  illness  is  communicable 

c)  supply  note  from  doctor,  if  required 

follow  guidelines  for  staff  illness  as  outlined 
above,  with  consideration  of  house  policy 


outline  guidelines  regarding  theft: 

a)  watch  for  and  report  theft  by  guests 
and/or  employees  to  supervisor: 

•  realize  that  theft  is  grounds  for 
dismissal  and/or  prosecution 

b)  record  details,  including: 

•  property  stolen 

•  date  and  time  of  incident 

•  description/name  of  suspect 

follow  guidelines  regarding  theft  as  outlined 
above,  with  consideration  of  house  policy 


outline  guidelines  for  gratuity  etiquette: 

a)  always  return  proper  change  to  guest, 
i.e.  do  not  ask  guest  if  change  is 
necessary 

b)  accept  gratuity  graciously  and  thank 
guest 

c)  pick  up  gratuity  from  bar  after  guest 
has  left 

d)  discreetly  count  cash  out  of  guest's 
view 

e)  ensure  gratuity  goes  to  appropriate  staff 
members 

follow  guidelines  for  gratuity  etiquette  as 
outlined  above 


TOURISM 
STANDARDS 
CONSORTIUM 


A. 

PROFESSIONALISM 


13 


BARTENDER 


TOURISM 
STANDARDS 
CONSORTIUM 


SKILL  3: 
EXHIBIT 

PROFESSIONAL 
CONDUCT 


3.6 


follow  guidelines  for  lost 
and  found  items 


3.7 


participate  in  career 
development 


A. 

PROFESSIONALISM 


K 


outline  guidelines  for  lost  and  found 
items: 

a)  give  found  articles  to  supervisor 
immediately 

b)  refer  guests  to  supervisor  for  lost 
items 

c)  do  not  offer  information  about  lost 
items  to  guests 

follow  guidelines  for  lost  and  found 
items  as  outlined  above,  with 
consideration  of  house  policy 


describe  how  to  participate  in  career 
development: 


a) 

b) 
c) 


d) 


e) 


participate  in  training  programs, 
e.g.  in-house,  college 
set  career  goals 

keep  supervisor  informed  of  career 
goals,  e.g.  indicates  desire  to 
advance 

be  aware  of  advancement 
opportunities  within  company, 
e.g.  keep  informed  by  checking 
postings  and  with  personnel 
manager 

network  with  other  industry 
professionals 


participate  in  career  development  as 
outlined  above 
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BARTENDER 


SKILL  4: 
WORK  AS 
TEAM  MEMBER 

4.1  describe 

responsibilities  of 
personnel  In  food 
and  beverage 
industry 


TOURISM 
STANDARDS 
CONSORTIUM 


describe  responsibilities  of  personnel  in 
food  and  beverage  industry: 


a)  general  manager/manager  oversees 
and  is  responsible  for  entire  operation 

b)  assistant  manager/food  and  beverage 
manager  is  second-in-command  and 
assumes  general  manager/manager 
duties  as  required 

c)  maitre  d'  is  responsible  for  operation  of 
dining  room 

d)  host/ess  is  responsible  for  operation  of 
front  desk  area 

e)  captain/food  and  beverage  server  is 
responsible  for  operation  of  section 

f)  busperson  is  responsible  for  section 
maintenance 

g)  wine  steward  is  responsible  for  all 
specialized  wine  services 

h)  executive  chef/chef  is  responsible  for 
operation  of  kitchen 

i)  sous  chef  is  second-in-command  and 
assumes  chefs  duties  as  required 

j)  first  cook  is  responsible  for  duties  within 
section 

k)  second  cook  is  responsible  for  duties 
within  kitchen 

I)   cook's  helper/dishwasher  is  responsible  A. 

for  cleaning  of  wares  and  for  some  food  PROFESSIONALISM 

preparation 
m)  bar  manager/bar  supervisor/head 

bartender  is  responsible  for  operation  of 

bar 

n)  bartender  is  responsible  for  operation 
behind  bar  and  bar  manager  duties  as 
required 

o)  bar  porter  is  responsible  for  cleaning 
and  stocking  bar  and  may  bartend  as 
required 
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BARTENDER 


Sir 

CX3NSORTIUM  WORK  AS 

TEAM  MEMBER 


4.2     be  an  effective  team 
member 


A. 

PROFESSIONALISM 


K 


outline  how  to  be  an  effective  team 
member: 


a) 
b) 

c) 


d) 
e) 


f) 


g) 


h) 


be  punctual,  e.g.  start  shift  on  time 

be  respectful,  e.g.  take  care  of 

property  and  equipment 

be  loyal,  e.g.  always  speak  highly  of 

establishment,  follow  chain-of- 

command 

be  adaptable,  e.g.  accept  changes 
in  work  schedule  on  short  notice 
be  dedicated,  for  example: 

maintain  excellent  work  record 
do  not  consider  position  nine-to- 
five  job 

do  what  it  takes  to  get  job  done 
be  willing  to  take  on  extra 
responsibility 
be  able  to  work,  for  example: 
avoid  substance  abuse 
maintain  health,  e.g.  get 
adequate  rest 
leave  personal  problems  at 
home 

be  concerned  with  overall 
appearance  of  establishment,  for 
example,  notify  management  of: 

•  tears  in  carpet 
littered  parking  lot 

•  dirty  washrooms 
be  committed  to  safety, 

e.g.  maintain  equipment,  adhere  to 
operational  standards 
co-operate  with  other  areas  of 
establishment,  for  example: 

be  aware  of  demands  on  other 

areas 

forward  necessary  information  to 
appropriate  departments 
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BARTENDER 


SKILL  4: 
WORK  AS 
TEAM  MEMBER 

4.2  cont'd 


TOURISM 
STANDARDS 
CONSORTIUM 


j)   share  workload,  e.g.  help  fellow  staff 

members  whenever  possible 
k)  be  innovative,  e.g.  suggest  solutions  to 

problems 

I)  take  initiative,  e.g.  find  out  what  needs 

to  be  done  and  do  it 
m)  be  open-minded,  e.g.  accept  direction, 

accept  differences 
n)  fulfil  job  description,  e.g.  ensure  bar  is 

stocked  properly  before  leaving  at  end 

of  shift 

o)  be  organized,  for  example: 

•  keep  workplace  orderly 

•  order  supplies  in  advance 

p)  overcome  personal  feelings,  e.g.  accept 

criticism  positively 
q)  provide  positive  feedback 
r)  suggest  altematives  to  staff  complaints 
s)  share  knowledge  and  skills, 

e.g.  contribute  at  staff  meetings 

be  an  effective  team  member  as  outlined 
above 


A. 

PROFESSIONALISM 
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BARTENDER 


^SunSr  SKILL  1 : 

<S5g8S?.?pM  BE  SERVICE- 

ORIENTED 


1.1 


exhibit  service 
attributes 


B. 

HUMAN 
RELATIONS 


describe  service  attributes: 


a)  be: 


b) 
c) 

d) 

e) 
f) 


friendly,  e.g.  take  initiative  to 
say  "hello  and  good-bye" 
cheerful,  e.g.  smile 

•  patient,  e.g.  listen  attentively 
enthusiastic,  e.g.  enjoy  work 
courteous,  e.g.  establish  eye 
contact,  address  guests  as  'sir' 
or  'madam' 

•  diplomatic,  e.g.  handle 
potentially  embarrassing 
situations  discretely 

•  tactful,  e.g.  avoid  being  overly 
familiar  with  regular  guests 
perceptive,  e.g.  anticipate 
guests'  needs 

•  sensitive  to  cultural  differences 
or  religious  beliefs 

•  empathetic,  e.g.  accommodate 
special  needs 

sincere,  e.g.  show  concern  for 
guests'  needs 

consistent,  e.g.  always  provide 
excellent  service 

•  confident,  e.g.  be  poised 
never  argue  with  guests 

work  calmly  and  efficiently,  e.g.  do 
not  panic  under  pressure 
have  necessary  tools  available, 
e.g.  pen,  cort<screw 
treat  all  guests  equally 
do  not  discuss  personal  or  work 
issues  with  other  staff  within 
proximity  of  guests 


exhibit  service  attributes  as  outlined 
above 
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BARTENDER 


SKILL  1: 
BE  SERVICE- 
ORIENTED 


1.2 


provide  guest 
service 


TOURISM 
STANOAPDS 
CONSORTIUM 


outline  how  to  provide  guest  service: 

a)  greet  guests  upon  arrival,  e.g.  smile 

b)  use  natural,  open  body  language, 
e.g.  non-aggressive  stance  and 
gestures 

c)  establish  eye  contact 

d)  speak  clearly  using: 

•  expressive  tone  of  voice 

•  appropriate  language,  e.g.  do  not 
swear 

e)  listen  carefully: 

•  ask  questions  to  clarify  requests 

•  paraphrase 

•  do  not  interrupt 

f)  respond  promptly  and  appropriately,  for 
example: 

•  ensure  all  guests'  needs  are  met 

•  relay  special  requests  to  kitchen  or 
front  desk 

•  be  honest  about  products 

•  provide  information,  for  example: 

-  identify  services  available 

-  promote  special  events  and 
attractions 

-  offer  recommendations,  when 
asked 

-  offer  to  make  reservations  or 
bookings 

-  direct  guests  to  services,  facilities 
or  to  source  of  further  information 

g)  confimri  guests'  satisfaction 

h)  thank  guests 

provide  guest  service  as  outlined  above 


B. 

HUMAN 
RELATIONS 
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BARTENDER 


■fSSSSr"  SKILL  1 : 

<S5SgS?.^M  BE  SERVICE- 

ORIENTED 


1 .3     serve  guests  with 
special  needs 


B. 

HUMAN 
RELATIONS 


K 


describe  how  to  serve  guests  with 
special  needs: 

a)  comnfiunicate  directly  to  guest, 
whenever  possible 

b)  offer  assistance  or  aid  only  as 
necessary  so  as  not  to  insult  guest, 
for  example: 

•  take  coat  or  packages 

•  explain  menu 

•  offer  to: 

-  obtain  salad  from  salad  bar 

-  cut  food  for  guests  with 
limited  hand  movement 

•  help  with  stairs  and  door  jams, 
e.g.  carry  or  hoist  wheelchairs 
contact  transportation  company 

c)  if  speech  is  incomprehensible,  ask 
guest  to  point  to  menu  or  offer  pen 
and  paper 

d)  when  serving  visually-impaired 
guest: 

speak  normally 

•  explain  activities  as  necessary 

•  do  not  point  when  referring  to 
location 

•  be  prepared  to  count  out  guest's 
money  and  to  aid  with  check 
offer  arm  to  assist  guest  when 
walking 

e)  when  serving  hearing-impaired 
guest: 

•  face  guest 

•  use  basic  gestures,  e.g.  point 
offer  paper  and  pen  to 
communicate,  as  necessary 
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BARTENDER 


SKILL  1 : 
BE  SERVICE- 
ORIENTED 

1.3  cont'd 


TOURISM 
STANDARDS 
CONSORTIUM 


f) 


•  speak  slowly  and  clearly  to 
accommodate  guest  who  is  able  to 
read  lips 

•  seek  assistance  from  staff  member 
or  guest  able  to  use  sign  language, 
if  available 

assist  guests  who  have  difficulty  with 
English  language,  for  example: 

•  speak  slowly  and  clearly 

•  seek  assistance  from  staff  member 
or  guest  who  speaks  language  of 
guest,  if  available 


serve  guests  with  special  needs  as  outlined 
above 


B. 

HUMAN 
RELATIONS 
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BARTENDER 


TOURISM 
STANDARDS 
CONSORTIUM 


SKILL  2: 
HANDLE 
DIFFICULT 
SITUATIONS 


2.1 


outline  benefits  of 
properly  handling 
difficult  situations 


2.2 


outline  reasons  for 
guests'  complaints 


B. 

HUMAN 
RELATIONS 


K 


K 


outline  benefits  of  properly  handling 
difficult  situations: 


a) 

b) 

c) 
d) 


e) 
f) 


prevents  other  guests  from 
experiencing  same  problem 
Increases  positive  and  decreases 
negative  word-of-mouth  advertising 
builds  confidence  in  organization 
increases  server's  self-esteem, 
e.g.  ability  to  handle  difficult 
situations 

server  is  viewed  as  professional 
financially  beneficial  to  keep 
clientele 


outline  reasons  for  guests'  complaints: 


a) 
b) 

c) 


d) 


problem  is  recumng 

no  openness  or  response  to 

feedback 

guests'  altered  state  of  mind  as  a 
result  of  substance  use  or  abuse, 
stress  or  illness 

gap  between  guests'  expectations 
and  product  or  service  received,  for 
example: 

•  perceived  value,  for  cost,  seems 
inadequate 

•  effort  to  gain  product  or  service 
seems  greater  than  value 
personal  principle  is  violated 

•  change  in  product  or  service, 
e.g.  favourite  liquor  no  longer 
served 

longer  wait  than  expected  for 
service 
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BARTENDER 


SKILL  2: 
HANDLE 
DIFFICULT 
SITUATIONS 


TOURISM 
STANDARDS 
CONSORTIUM 


2.3    outline  reasons  why 
guests  do  not 
complain 


K 


outline  reasons  why  guests  do  not 
complain: 


a)  takes  too  much  time,  effort  or  trouble 

b)  is  embarrassed  for  self  or  others 
involved 

c)  is  personally  insecure  or  intimidated 

d)  believes  that  complaining  is  negative 
behaviour 

e)  does  not  know  who  to  complain  to 

f)  does  not  know  how  to  complain 
effectively 

g)  believes  that  complaint  will  not  be  acted 
upon 

h)  can  easily  transfer  business  elsewhere 

i)  has  low  expectations  of  products  or 
services 

j)   has  nothing  to  complain  about, 
i.e.  expectations  were  met 


a)  seek  guest  feedback  on  products  and 
services 

b)  use  appropriate  body  language,   

e.g.  make  eye  contact,  maintain.open 

stance  B. 

c)  remain  calm  HUMAN 

d)  empathize  with  guest,  showing  genuine  RELATIONS 
concem 

e)  allow  guest  to  express  feelings,  without 
disturbing  other  guests 

f)  listen  to  details  of  complaint 

g)  acknowledge  difficulty,  without  admitting 
guilt 

h)  ask  open-ended  questions  to  clarify 
problem 

i)  collect  all  facts 

j)   paraphrase  complaint 


2.4  follow  guidelines  for 
handling  dissatisfied 
guests 


K 


outline  guidelines  for  handling  dissatisfied 
guests: 
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BARTENDER 


TOURISM 
STANDARDS 
CONSORTIUM 


SKILL  2: 
HANDLE 
DIFFICULT 
SITUATIONS 

2.4  cont'd 


k)  reassure  guest  of  willingness  to  help 
and  that  problem  will  be  addressed 

I)   ask  for  guest's  suggestions  to  solve 
problem 

m)  resolve  problem  with  guest's 
agreement;  be  as  flexible  as 
possible  without  making  agreements 
that  can't  be  kept 

n)  follow  up  as  necessary 

0)  report  to  supervisor  with  full  details 

p)  log  complaint  and  action  taken  to 
prevent  recurring  problems  or  lack 
of  follow-up 

follow  guidelines  for  handling 
dissatisfied  guests  as  outlined  above, 
with  consideration  of  house  policy 


B. 

HUMAN 
RELATIONS 
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BARTENDER 


SKILL  3: 
DEAL  WITH 
AUTHORITIES 

3.1  follow  guidelines  for 
calling  and  assisting 
police 


K 


TOURISM 
STANDARDS 
CONSORTIUM 


outline  guidelines  for  calling  and  assisting 
police: 


a) 


b) 


call  police  when: 

•  guest  refuses  to  leave  establishment 
when  formally  requested  to  do  so 

•  a  wanted  criminal  is  in 
establishment 

•  illicit  dnjgs  or  weapons  are  evident 

•  a  crime  has  taken  place  or  is  in 
progress 

assist  police  when  required,  for 
example: 

•  be  prepared  to  provide  details  of 
incident,  e.g.  who,  what,  when, 
where,  how 

•  maintain  crowd  control 

•  provide  quiet  area  for  police 


follow  guidelines  for  calling  and  assisting 
police  as  outlined  above,  with  consideration 
of  house  policy 


B. 

HUMAN 
RELATIONS 
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BARTENDER 


TOURISM 
STANDARDS 
CONSORTIUM 


SKILL  3: 
DEAL  WITH 
AUTHORITIES 

3.2  follow  guidelines  for 
assisting  regulatory 
inspectors 


K 


outline  guidelines  for  assisting 
regulatory  inspectors: 

employees  must: 

a)  be  aware  of  general  areas  of 
responsibility  and  rights  of  different 
types  of  inspectors,  e.g.  fire,  health, 
liquor 

b)  treat  inspectors  with  respect  and 
courtesy 

c)  notify  supervisor  when  inspectors 
arrive 

d)  record  time  and  date  of  visit  and 
inspectors'  comments 

follow  guidelines  for  assisting  regulatory 
inspectors  as  outlined  above,  with 
consideration  of  house  policy 


B. 

HUMAN 
RELATIONS 
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BARTENDER 


SKILL  1 : 

FOLLOW  SAFETY 
GUIDELINES 


1.1 


follow  traffic 
guidelines 


1.2 


follow  guidelines  for 
bar  cleaning  and 
maintenance 


K 


K 


TOURISM 
STANDARDS 
CONSORTIUM 


describe  traffic  guidelines: 

a)  walk,  do  not  mn 

b)  keep  right  at  all  times 

c)  be  alert: 

•  watch  for  objects  on  floor  and 
around  tables,  e.g.  purses, 
briefcases 

•  be  aware  of  surroundings,  e.g.  on- 
coming traffic 

d)  give  guests  the  right-of-way 

e)  use  kitchen  entry  and  exit  doors 
correctly 

f)  announce  presence  when  approaching 
blind  corners  or  passing  behind  co- 
workers 

follow  traffic  guidelines  as  outlined  above, 
with  consideration  of  house  policy 


describe  guidelines  for  bar  cleaning  and 
maintenance: 

a)  clean  service  areas: 

•  prepare  sanitizing  solution  according 
to  manufacturer's  directions, 

e.g.  wear  rubber  gloves 

•  rinse  cloths  in  sanitizing  solution 
before  use 

•  wipe  soiled  areas,  e.g.  cabinets, 
sidestands,  countertops,  shelves, 
mirrors,  condiment  containers,  walls, 
coolers 

•  change  sanitizing  solution  regularly 

b)  brush  cmmbs  off  chairs  and  remove 
food  spots  with  sanitized  cloth 

c)  rinse  garbage  receptacles  with 
sanitizing  solution 

d)  sweep  and/or  mop  floors 


C. 

SAFETY  AND 
SANITATION 
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1.2  cont'd 


C. 

SAFETY  AND 
SANITATION 


clean  spills  and  breaks  immediately: 
use  caution  when  cleaning  up 
broken  glass,  e.g.  use  damp 
paper  towels 

dispose  of  broken  glass  in 
container  identified  for  that 
purpose 

•  protect  others  from  hazard, 
e.g.  block  pathway 

•  if  spills  or  breakage  occurs  at 
guest's  table: 

-  remove  food  and  beverage 
items  that  may  contain 
broken  glass  or  china 

-  inform  supervisor  of  incident 
dispose  of  ice  that  may  contain 
broken  glass  or  china 

report  maintenance  needs  to 

supervisor,  for  example: 
wobbly  chairs  and  tables 
splintered  or  rough  surfaces 

•  torn  carpet  or  loose  floor  tiles 

•  inadequate  or  burned  out 
lighting 

leaks  or  clogged  drains 

•  insufficient  supplies  or 
equipment,  e.g.  toilet  paper,  fire 
extinguisher,  first  aid  kit 


follow  guidelines  for  bar  cleaning  and 
maintenance  as  outlined  above,  with 
consideration  of  house  policy 


f) 
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outline  emergency  guidelines: 

a)  know: 

•  locations  of  emergency  equipment, 
e.g.  first  aid  kit,  fire  alarm,  fire 
extinguisher 

•  procedures  for  different 
emergencies,  e.g.  in  case  of  fire, 
close  doors  and  windows  but  do  not 
lock,  use  stairs  not  elevators 

b)  remain  calm: 

•  work  quickly 

•  assist  guests 

c)  be  aware  of  legal  implications,  e.g.  do 
not  apply  first  aid  if  not  qualified 

d)  minimize  risks  to  self,  for  example: 

•  wear  rubber  gloves  to  avoid 
infection 

•  do  not  attempt  to  extinguish  large 
fires 

e)  attend  to  immediate  danger  first,  for 
example: 

•  administer  first  aid,  e.g.  stop 
bleeding 

•  administer  cardio-pulmonary 
resuscitation  (CPR) 

•  attempt  to  control  or  extinguish 
small  fire 

f)  report  emergency: 

•  call  emergency  personnel,  e.g.  dial 
91 1  or  local  authority 

•  provide  requested  information, 
e.g.  nature  of  emergency,  location 

•  follow  instructions,  e.g.  evacuate 
building 

g)  meet  emergency  personnel  at  main 
door  and  assist  as  directed 

h)  record  details  of  emergency 


C. 

SAFETY  AND 
SANITATION 
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1 .3  cont'd 


1.4 


follow  Workplace 
Hazardous  Materials 
Information  System 
(WHMIS) 


SAFETY  AND 
SANITATION 


1.5 


use  technique  for  lifting 
heavy  Items 


K 


K 


follow  emergency  guidelines  as  outlined 
above,  with  consideration  of  house 
policy 


describe  how  to  follow  WHMIS: 


a)  describe  WHMIS: 

Canada-wide  communication 
system  for  sharing  information 
about  hazardous  materials  used 
at  job  sites  with  key  elements 
which  include: 

-  labels  on  hazardous  materials 

-  material  safety  data  sheets 
(MSDS) 

-  worker  education  programs 

b)  ask  supervisor  or  follow 
manufacturer's  instructions  when 
using  chemicals  or  hazardous 
materials 

c)  store  chemicals  and  hazardous 
materials  away  from  food  according 
to  instructions  of  supervisor  or 
manufacturer 

follow  WHMIS  as  outlined  above 


describe  technique  for  lifting  heavy 
items: 


a)  request  assistance  when  lifting  very 
heavy  or  awkward  items 

b)  establish  firm  footing,  e.g.  place  feet 
shoulder  width  apart 

c)  squat  down,  e.g.  bend  at  knees 

d)  grasp  item  firmly 

e)  lift  gradually: 

•    use  leg  and  thigh  muscles 
keep  back  straight 
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1 .6    follow  guidelines  for 
handling  electrical 
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use  technique  for  lifting  heavy  items  as 
outlined  above 


describe  guidelines  for  handling  electrical 
equipment: 

a)  do  not: 

•  immerse  electrical  appliances  in 
water 

•  use  ungrounded  electrical 
appliances 

•  use  ungrounded  or  damaged 
extension  cords 

b)  advise  supervisor  of  damaged  electrical 
equipment 

follow  guidelines  for  handling  electrical 
equipment  as  outlined  above 


C. 

SAFETY  AND 
SANITATION 
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2.1     Identify  fire  hazards 
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identify  fire  hazards: 


a)  poorly  maintained  cooking 
equipment,  e.g.  exhaust  hoods 
where  fat  and  grease  have  been 
allowed  to  build  up 

b)  open  flames 

c)  smouldering  cigarette  butts,  e.g.  in 
garbage  or  furniture 

d)  overloaded  electrical  circuits  and 
extension  cords 

e)  improperly  grounded  appliances 

f)  sub-standard  wiring 


2.2 


identify  components  of 
fire  triangle 


2.3 


identify  symbols  and 
combustible  materials 
for  common  classes  of 
fire 


C. 

SAFETY  AND 
SANITATION 


identify  components  of  fire  triangle: 

a)  oxygen 

b)  fuel 

c)  heat 


identify  symbols  and  combustible 
materials  for  common  classes  of  fire: 


a)  Class  A: 

•  green  triangle 

•  ordinary  combustible  materials, 
e.g.  cloth,  wood,  paper 

b)  Class  B: 

red  square 

•  flammable  liquids, 

e.g.  petroleum  products,  fat, 
grease 

c)  Class  C: 

blue  circle 

A  or  B  fire  with  electrical  current 

d)  Class  D: 

yellow  star 

flammable/combustible  metals 
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describe  how  to  use  portable  fire 
extinguisher: 

a)  ensure  fire  extinguisher  is: 

•  regularly  inspected  and  maintained 

•  properly  labelled 

•  stored  in  accessible  location, 
e.g.  known  to  staff 

•  fully  charged 

•  suited  to  type  of  fire  to  be 
extinguished 

b)  maintain  safe  but  effective  distance 
from  fire  and  use  P.A.S.S.: 

•  Pull  safety  pin 

•  Aim  at  base  of  fire 

•  Squeeze  trigger  of  extinguisher 

•  Sweep  from  side  to  side,  e.g.  past 
edge  of  fire  and  back 

c)  for  Class  A  fires: 

•  direct  stream  at  base  of  fire 

•  use  side-to-side  motion  to  soak  fuel 

•  break  apart  fuel  and  continue  to 
soak 

d)  for  Class  B  fires: 

•  discharge  across  entire  front  of  fire 
with  side-to-side  motion 

•  continue  discharging  after  flame  is 
out  to  prevent  flashback 

e)  for  Class  C  fires: 

•  use  procedures  for  A  or  B  fires 
accordingly 

•  shut  off  electrical  current  as  soon  as 
possible 


SAFETY  AND 
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FOLLOW  STORAGE 
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3.1     outline  guidelines  for 
storing  food  and 
beverage  products 


SAFETY  AND 
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3.2     store  perishables 


outline  guidelines  for  storing  food  and 
beverage  products: 

a)  for  coolers  and  freezers: 
ensure  door  seals  are  intact 
place  thermometer  in  warmest 
spot  and  ensure  temperature 
range  is  appropriate 
place  wine,  liquor,  beer  and 
food  on  skids  or  shelves 
allow  horizontal  and  vertical 
space  around  and  between 
items 

use  first-in,  first-out  (FIFO) 
rotation  system 

store  prepared  food  away  from 
and  above  raw  food 
clean  weekly 

b)  for  dry  storage: 
store  wine,  liquor,  beer  and  food 
on  skids  or  shelves  with  enough 
space  (15  cm/6  in)  to  permit 
cleaning  and  air  circulation 
use  FIFO  rotation  system 
ensure  adequate  lighting, 
controlled  temperature  and 
humidity 

keep  out  of  direct  sunlight 


describe  how  to  store  perishables: 

a)  identify  bar  perishables,  for 
example: 
juices 

•  dairy  products 

•  fnjit/vegetable  gamish 
dairy-based  liqueurs  and 
Advocaat 

•  unpasteurized  beer 
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b)  store  open  canned  Items  in  plastic  or 
glass  containers 

c)  keep  juices  covered  and  refrigerated 
when  not  in  use 

d)  use  FIFO  rotation  system 

store  perishables  as  outlined  above,  with 
consideration  of  house  policy 


C. 

SAFETY  AND 
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describe  how  to  handle  china, 
glassware  and  cutlery: 

a)  for  china: 

carry  plates  with  fingers 
underneath  and  thumb  on  rim; 
do  not  touch  food  area 

b)  for  glassware: 

invert  on  njbber  mesh  to 
prevent  contamination  by  dust 
or  sneezing 

•  use  ice  scoop  to  fill  with  ice 

•  carry  on  tray  or  by  base  or  stem 

c)  for  cutlery: 

store  in  drawers  or  trays 

•  carry  by  handles  only 

handle  china,  glassware  and  cutlery  as 
outlined  above,  with  consideration  of 
house  policy 


C. 

SAFETY  AND 
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outline  how  to  use  glasswasher: 

a)  load: 

•  empty  glasses  of  ice,  garnish  and 
plasticware 

•  rinse  soiled  glasses 

•  remove  heavy  soil,  e.g.  lipstick,  fruit 
pulp  by  wiping  or  scnjbbing 

•  invert  glasses  on  rack  or  conveyor: 

-  avoid  overcrowding 

b)  operate  glasswasher 

c)  unload: 

•  check  glassware: 

-  re  wash  soiled  and  spotted 
glasses 

-  dispose  of  damaged  glasses 

•  allow  glasses  to  air  dry 

•  store  glassware 

use  glasswasher  as  outlined  above 


outline  how  to  clean  bar  tools,  utensils  and 
containers: 

a)  identify  bar  tools  and  utensils,  for 
example: 

•  shot  glasses 

•  shaker  sets 

•  bar  spoons 

•  strainers 

•  bar  knives 

•  cutting  boards 

•  mixer  cups 

•  can  openers 

•  pour  spouts 

b)  rinse  bar  tools  and  utensils  after  each 
use 


SAFETY  AND 
SANITATION 


37 


BARTENDER 


TOURISM 
STANDARDS 
CONSORTIUM 


SKILL  5: 
FOLLOW  BAR 
CLEANING/SANITIZING 
PROCEDURES 

5.2  cont'd 


5.3     clean  and  nnaintain  bar 
equipment 


SAFETY  AND 
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c)  at  end  of  shift,  wash: 

•  all  bar  tools  and  utensils 
containers  for: 

-  garnish 

-  plasticware 

juice  and  cream  bottles 

•  coffee  pots 
glass  rimmer 

clean  bar  tools,  utensils  and  containers 
as  outlined  above,  with  consideration  of 
house  policy 


outline  how  to  clean  and  maintain  bar 
equipment: 

a)  identify  bar  equipment,  for  example 
•    ice  machine 

glasswasher 
espresso  machine 
coffee  machine 
coolers 
freezer 

liquor  gun/dispenser 
pop  gun/dispenser 

b)  wipe  bar  equipment  as  needed 
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5.4    clean  draught  beer 
system 
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c)  follow  manufacturer's  instructions  to 
clean/maintain  bar  equipment,  for 
example: 

•  remove  water  scale  build-up  from 
ice  machine  and  glasswasher 

•  remove  dust  from  cooler  and  freezer 
compressors 

•  clean  tape  deck  head  with  cotton 
swab  and  isopropyl  alcohol 

•  sanitize  bin  of  ice  machine 

•  clean  blenders/mixers 

•  clean  coffee  machine 

clean  and  maintain  bar  equipment  as 
outlined  above,  with  consideration  of  house 
policy 


outline  how  to  clean  draught  beer  system: 

a)  clean  lines  every  one  to  three  weeks: 

•  flush  with  approved  chemicals, 
saline  solution  and  rinse  with  clear 
water 

b)  clean  taps  weekly: 

•  dismantle  tap(s) 

•  use  bnjsh  and  approved  cleanser 

•  rinse  thoroughly 

•  reassemble  tap(s) 

clean  draught  beer  system  as  outlined 
above,  with  consideration  of  house  policy 


C. 

SAFETY  AND 
SANITATION 
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PROCEDURES 

5.5     load  and  maintain  bus 
pans 


K 


describe  how  to  load  and  maintain  bus 
pans: 

a)  load  bus  pans  quietly: 

avoid  overloading,  e.g.  replace 
with  clean,  empty  bus  pan  as 
needed 

•    scrape  plates  to  one  side  of  bus 
ban,  then  stack 
put  silverware  together  in  one 
side 

sort  glassware  onto  separate 
tray  or  bus  pan 

b)  keep  bus  pans  odour  free  by 
cleaning  inside  and  out 

load  and  maintain  bus  pans  as  outlined 
above,  with  consideration  of  house 
policy 


C. 

SAFETY  AND 
SANITATION 
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define  electronic  cash  system  terminology: 


a)  cash  out  -  submit  cash,  charges  and 
guest  checks  to  accounting  department 
or  supervisor 

b)  identification  (ID)  number  -  pre- 
assigned  number  which  allows  server 
access  to  system 

c)  key  -  device  to  identify  server  and 
allow  access  to  system 

d)  modify  -  special  instruction  which 
accompanies  order  when  keyed  into 
system 

e)  open  guest  check  -  create  new  or 
access  existing  guest  check;  usually 
identified  by  table  number 

f)  pre-set  board  -  keyboard  with  key  for 
each  item  and  pre-coded  prices 

g)  previous  balance  -  check  total  to 
which  additional  items  are  added 

h)  price  look  up  (PLU)  -  code  number 
assigned  to  items 

i)  ring  in  -  enter  information  into 
electronic  cash  system;  part  of  ordering 
process 

j)  ring  out  -  obtain  summary  of  shift 
sales 

k)  sign  in  -  gain  access  to  cash  system 
by  entering  ID  number,  inserting  key  or 
card 

I)  sign  out  -  exit  electronic  cash  system 


ADMINISTRATION 


41 


BARTENDER 


TOURISM 
STANDARDS 
CONSORTIUM 


SKILL  1 : 
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REGISTER  SKILLS 

1 .2     operate  electronic  cash 
system 
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outline  how  to  operate  electronic  cash 
system: 

a)  follow  manufacturer's  instructions  to: 

sign  in 

confirm  system  has  been 
cleared  and  date  is  con-ect 

•  process  guest  checks: 

-  open  new  checks  and  access 
existing  checks 

-  order  and  modify  menu  items 

-  correct  en-ors,  e.g.  clear 
entry,  void  items 

-  close  checks 

•  sign  out 
replace: 

-  detail  and  print  out  tapes 

-  printer  ribbon 

b)  report  malfunctions  to  supervisor  or 
service  representative 

operate  electronic  cash  system  as 
outlined  above 


D. 

ADMINISTRATION 
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2.1 


describe  guidelines 
for  running  a  tab 


2.2 


describe  guidelines 
for  accepting  foreign 
currency 


describe  guidelines  for  running  a  tab: 

a)  if  guest  wishes  to  run  a  tab,  request 
some  type  of  security,  for  example: 

•  take  credit  card  imprint  or  cash 
deposit 

•  ask  to  see  room  key  and  record 
room  number  on  guest  check 

b)  ring  in  items  as  ordered 

c)  total  check  and  present  to  guest  upon 
request  or  when  leaving 

d)  process  payment,  for  example: 

•  ask  guest  to  sign  credit  card  slip 

•  subtract  payment  due  from  cash 
deposit  and  return  change 

•  direct  charges  to  room  account 

e)  provide  receipt 


describe  guidelines  for  accepting  foreign 
currency: 

a)  ensure  type  of  currency  is  accepted  by 
establishment 

b)  verify  exchange  rate  with  supervisor  or 
bank 

c)  inform  guest  of  exchange  rate 

d)  calculate  exchange 

e)  verify  that  payment  covers  guest  check 


TOURISM 
STANDARDS 
CONSORTIUM 


D. 

ADMINISTRATION 
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SKILL  2: 
DEMONSTRATE 
MONETARY 
TRANSACTION  SKILLS 

2.3     describe  guidelines  for 
ensuring  bills  are 
genuine 


2.4     handle  cash  payments 


ADMINISTRATION 
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describe  guidelines  for  ensuring  bills  are 
genuine: 

a)  Canadian  bills  have  planchettes 
(small  green  discs)  which  can  be 
peeled  off 

b)  new  Canadian  bills  have  an  optical 
security  device  (OSD)  in  upper  left 
corner  which  reflect  gold  colour 

c)  American  bills  have  tiny  blue  or  red 
fibres  scattered  throughout 

d)  words  'United  States  of  America'  are 
slightly  raised  on  American  bills 

e)  old  bills  are  difficult  to  verify 


outline  how  to  handle  cash  payments: 


a) 
b) 


c) 

d) 
e) 


f) 


accept  guest  check  and  cash 
verify  cash  received  from  guest: 

•  discreetly  count  cash 

follow  guidelines  for  accepting 
foreign  currency,  e.g.  check  for 
mint  marks  or  planchettes 

•  discreetly  check  to  ensure  large 
bills  are  genuine 

make  appropriate  change  and  count 
back  to  guest 

provide  receipt,  if  requested 
keep  guest  payment  separate  until 
guest  has  accepted  change  at  point 
of  sale 

secure  cash  and  guest  check 


handle  cash  payments  as  outlined 
above,  with  consideration  of  house 
policy 
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2.5 


outline  methods  of 
authorizing  credit 
card  purchases 


2.6 


handle  credit  card 
payments 


K 
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outline  methods  of  authorizing  credit  card 
purchases: 


a 


b) 


check  current  cancellation  bulletin: 

•  crosscheck  credit  card  number  to 
cancellation  bulletin 

•  check  expiry  date  on  card 
telephone  for  authorization,  e.g.  1-800 
number: 

•  supply  requested  information, 
e.g.  amount  of  purchase,  expiry 
date 

•  write  authorization  number  on 
charge  slip 

use  electronic  authorization: 

•  ensure  system  is  cleared  for  use 

•  run  magnetic  strip  through  slot  or 
enter  card  number  and  expiry  date 

•  enter  amount  of  charge 

•  write  authorization  number  on 
charge  slip 


outline  how  to  handle  credit  card 
payments: 


c) 


a)  accept  guest  check  and  credit  card   

b)  ensure  card  type  is  accepted  by 

establishment  D. 

c)  check  card  for  valid  expiry  date  and  for  ADMINISTRATION 
signature  on  back  of  credit  card 

d)  use  correct  charge  slip  for  credit  card 
type 

e)  run  card  and  charge  slip  through 
imprinter 

f)  ensure  all  copies  of  charge  slip  are 
clearly  imprinted 

g)  authorize  credit  card  purchase 
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2.6  cont'd 


ADMINISTRATION 


2.7     handle  traveller's 
cheques 


46 


h)  complete  charge  slip  with: 

date 

check  number 
own  initials 
•    amount  of  purchase 

authorization  number,  if  required 

i)  notify  supervisor  if  authorization  is 
refused 

j)   return  guest  check  and  charge  slip 

to  guest,  and  request  signature 
k)  ensure  signatures  on  card  and 

charge  slip  are  similar 
I)   ensure  charge  slip  is  totalled  and 

addition  is  correct 
m)  return  credit  card  and  customer 

copy  of  charge  slip  to  guest 
n)  secure  guest  check  and  remainder 

of  charge  slip 

handle  credit  card  payments  as  outlined 
above,  with  consideration  of  house 
policy 


outline  how  to  handle  traveller's 
cheques: 


a) 

b) 

c) 

d) 

e) 
f) 


accept  guest  check  and  traveller's 
cheque 

ensure  brand  of  traveller's  cheque  is 
accepted  by  establishment 
determine  value  and  currency  of 
traveller's  cheque 
ask  guest  to  countersign  traveller's 
cheque  in  your  presence 
ensure  signatures  are  similar 
obtain  required  identification 


BARTENDER 


SKILL  2: 
DEMONSTRATE 
MONETARY 
TRANSACTION  SKILLS 

2.7  cont'd 


2.8    cash  out 


TOURISM 
STANDARDS 
CONSORTIUM 


g)  ensure  location  of  establishment  is 
written  on  traveller's  cheque 

h)  consider  exchange  rates  when  making 
change 

i)  make  appropriate  change 

j)   secure  traveller's  cheque  and  guest 
check 

handle  traveller's  cheques  as  outlined 
above,  with  consideration  of  house  policy 


outline  how  to  cash  out: 


a)  obtain  ring  out 

b)  return  float,  if  applicable 

c)  total  sales 

d)  separate  cash  sales  from  non-cash 
sales,  e.g.  charges,  cheques 

e)  record  and  total  non-cash  sales 

f)  subtract  non-cash  sales  from  total  sales 
to  get  total  cash  deposit 

g)  prepare  deposit: 

•  place  all  bills  and  coins  of  same 
denominations  together 

•  arrange  bills  in  one  direction,  e.g.  all   

heads  facing  same  way 

•  list  number  of  bills  for  each 

denomination  ADMINISTRATION 

•  list  amount  of  coin 

h)  verify  deposit  with  supervisor 

i)  submit  deposit  to  supervisor  or  secure 
In  safe 

j)  tip  support  staff 


cash  out  as  outlined  above,  with 
consideration  of  house  policy 
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SKILL  3' 

PROMOTE  SALES 

3.1     assist  with  promotional 
events 


3.2     increase  sales 


ADMINISTRATION 


outline  how  to  assist  with  promotional 
events: 

a)  help  with  decorating 

b)  set  up  signs 

c)  request  information  on  upcoming 
events  so  as  to  pass  on  information 
to  guests  and  encourage 
participation 

assist  with  promotional  events  as 
outlined  above,  with  consideration  of 
house  policy 


outline  how  to  increase  sales: 


a) 
b) 


determine  wants  and  needs  of  guest 
use  suggestive  selling  techniques, 
especially  for  undecided  guests,  for 
example: 

•  narrow  choices  to  two  or  three 
selections 

•  ask  open-ended  questions, 
i.e.  questions  which  cannot  be 
answered  with  yes  or  no 
describe  items  to  increase 
appeal 

•  upsell  popular  items  but  avoid 
overselling 


increase  sales  as  outlined  above 


48 


BARTENDER 


SKILL  4: 

CONTROL  INVENTORY 


4.1 


Identify  inventory 
control  process 


4.2 


Identify  reasons  for 
inventory  control 


4.3 


follow  inventory 
control  guidelines 


K 


K 


K 


identify  inventory  control  process: 

a)  ordering 

b)  receiving  and  storing 

c)  inventory  and  evaluation 


identify  reasons  for  inventory  control: 

a)  to  maintain  profitability 

b)  to  prevent  loss  and  theft 

c)  to  control  inventory  of  par  stock,  excess 
stock  and  dead  stock 


outline  inventory  control  guidelines: 

a)  maintain  record  of  spillage  and 
breakage 

b)  use  requisition  form  for  in-house 
transfer  of  inventory 

c)  follow  transfer  guidelines  with  affiliated 
establishments,  e.g.  use  requisition 
form 

d)  ensure  incoming  goods  check  out 
against  accompanying  documentation 

e)  maintain  orderly  stockroom 

follow  inventory  control  guidelines  as 
outlined  above,  with  consideration  of  house 
policy 


TOURISM 
STANDARDS 
CONSORTIUM 


ADMINISTRATION 
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SKILL  1 : 

FOLLOW  PRE-SERVICE 
CHECKLIST 

1.1     follow  pre-service 
checklist 


E. 

SERVICE 
PREPARATION 
AND  CLOSING 


outline  pre-service  checklist: 

a)  set  up  bar/section  ensuring: 

adequate  supplies,  e.g.  roll-ups, 
creamers 

clean  and  adequate  supply  of 
menus 

tables  are  set  up  as  required 

b)  ensure  equipment  is  in  working 
order,  e.g.  turn  on  coffee  machine, 
stereo  and  lights  to  test 

c)  determine  product  availability: 

check  for  new  discontinued  or 
out  of  stock  items 

•  check  with  kitchen  for  daily 
specials  and  menu  changes: 
-  post  specials,  e.g.  on 

chalkboard 

d)  check  reservation/function  sheet  to 
detennine  special  needs  and 
occasions: 

•  prepare  as  required 

e)  ensure  overall  appearance  of 
establishment  is  clean  and  orderly 

follow  pre-service  checklist  as  outlined 
above,  with  consideration  of  house 
policy 
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SKILL  1 : 

FOLLOW  PRE-SERVICE 
CHECKLIST 


1.2 


prepare  cash 
register 


K 
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outline  how  to  prepare  cash  register: 

a)  ensure  cash  register  is  in  working 
order,  for  example: 

•  check  tape  or  ribbon 

•  change  date,  if  necessary 

b)  obtain  float: 

•  pick  up  float  from  bar  manager,  safe 
or  office 

•  count  float  to  confirm  amount: 

-   record  denominations  of  bills  and 
coins 

•  sign  out  float  and  have  it  witnessed 

•  ensure  sufficient  small  bills  and  coin 

•  secure  float  at  bar,  e.g.  in  cash 
register 

prepare  cash  register  as  outlined  above, 
with  consideration  of  house  policy 


E. 

SERVICE 
PREPARATION 
AND  CLOSING 
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SKILL  2: 
CARRY  TRAYS 

2.1     carry  trays 


outline  how  to  carry  trays: 


a) 
b) 

c) 
d) 


e) 


watch  for  oncoming  traffic 
use  free  hand  to  clear  path, 
e.g.  open  doors 
use  non-slip  tray 
for  arm  or  bar  tray: 

load  evenly,  e.g.  put  heavy 

items  in  centre 

keep  tray  balanced  at  all  times 

serve  directly  from  tray 
for  oval  serving  tray: 

load  evenly 
•    keep  back  straight  and  bend  at 

knees  to  raise/lower  tray 


carry  trays  as  outlined  above 


E. 

SERVICE 
PREPARATION 
AND  CLOSING 
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3.1    identify  parts  of  bar 


K 


identify  parts  of  bar: 


a)  front  bar,  including: 

•  counter 

•  spill  well 

•  bar  sink 

•  overhead  glass  rack 

•  drain  tray 

•  towel  ring 

•  mounted  bottle  opener 

b)  pouring  station,  including: 

•  ice  bin 

•  bottle  holders,  i.e.  speed  cups 

•  rail/speed  rail 

•  well  divider 

•  cold  plate,  i.e.  pops 

c)  back  bar,  including: 

•  bottle  shelving 

•  counter 

•  wine  rack 

•  coolers 


a)  automatic  liquor  dispenser  - 

dispenses  pre-measured  shots  of  liquor 

b)  beer  tap  -  dispenses  draught  beer   

c)  coffee  mactiine  -  makes  coffee 

d)  coffee  warmer  -  keeps  coffee  hot  ^• 

e)  cooler  -  keeps  bar  products  cold  SERVICE 

f)  espresso  coffee  machine  -  makes  PREPARATION 
espresso  and  cappuccino  AND  CLOSING 

g)  freezer  -  chills  glassware  and  stores 
frozen  products 

h)  glasswasher  -  washes  glassware 

i)  ice  crusher  -  crushes  ice 
j)  ice  machine  -  makes  ice 

k)  liquor  gun  -  dispenses  pre-measured 
shots  of  liquor;  part  of  automatic  liquor 
dispenser 


3.2    identify  bar 
equipment 


K 


identify  bar  equipment: 


53 


BARTENDER 


TOURISM 
STANDARDS 
CONSORTIUM 


SKILL  3* 

IDENTIFY  PARTS  OF 
BAR  AND  EQUIPMENT 

3.2  cont'd 


I)   mounted  wine  opener  -  removes 

cork  from  bottles 
m)  non-drip  liquor  dispenser  - 

dispenses  pre-measured  shots  of 
liquor 

hand-held  pop 


n) 

0) 


popgun  - 

dispenser 
pop  tower 

dispenser 


mounted  pop 


E. 

SERVICE 
PREPARATION 
AND  CLOSING 
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STORE  BAR  PRODUCTS 
4.1    store  bar  products 
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outline  how  to  store  bar  products: 

a)  store  bar  products  immediately  to 
ensure: 

•  safety  of  guests  and  staff 

•  security  of  products 

•  neat  appearance  of  establishment 

b)  store  corked,  bottled  wines  in  horizontal 
position  in  constantly  cool,  dark,  well- 
ventilated  room  away  from  sources  of 
vibration 

c)  store  red  table  wine  at  slightly  lower 
than  room  temperature 

d)  store  coolers,  bottled  and  canned  beer 
in  constantly  cool,  dark  room  away  from 
sources  of  vibration 

store  bar  products  as  outlined  above,  with 
consideration  of  house  policy 


E. 

SERVICE 
PREPARATION 
AND  CLOSING 
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SKILL  5: 
ORGANIZE  BAR 

5.1     organize  bar 


E. 

SERVICE 
PREPARATION 
AND  CLOSING 
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outline  how  to  organize  bar: 

a)  prepare  adequate  supplies, 
e.g.  sliced  fruit  and  vegetable 
garnishes 

b)  arrange  bar,  for  example: 

plasticware,  e.g.  straws,  stir 
sticks,  according  to  height 

•  place  garnishes,  condiments 
and  syrups  close  at  hand 

c)  arrange  bottles,  for  example: 

•  place  high-use  items  close  at 
hand 

•  according  to  height 
face  labels  out 

•  group  products  together,  e.g.  gin 
with  gin,  white  wine  with  white 
wine 

d)  check  pop  cylinders  and  carbon 
dioxide  (COg) 

e)  fill  ice: 

refill  as  needed 

f)  ensure  par  levels  of: 

bar  mixes  and  juices 

•  wine,  beer  and  coolers 

•  bottled  waters 

•  dairy  products,  e.g.  milk,  cream, 
whipping  cream 

paper  products,  for  example: 

-  napkins 

-  menus 

-  order  pads 

-  guest  checks 

organize  bar  as  outlined  above,  with 
consideration  of  house  policy 
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FOLLOW  CLOSING 
PROCEDURE 


6.1 


follow  closing 
procedure 


K 
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outline  closing  procedure: 


a) 


b) 


c) 
d) 
e) 

f) 

g) 

h) 


j) 
k) 


m) 


turn  off  equipment,  for  example: 
draught  and  wine  taps 
automatic  liquor  dispensers 
coffee  machine 
audio-visual  equipment 
equisition  and  restock,  for  example: 
wine,  beer  and  coolers 
liquor,  pop' 
glassware 
emove  empty  bottles  and  garbage 
wrap  and  refrigerate  perishables 
record  shift  information,  e.g.  shortages, 
in  log  book 

lock  refrigerators,  stock  room  and  bar 
cash  out 

ensure  patrons  have  left,  e.g.  check 
washrooms 

check  for  fire  hazards,  for  example, 
cigarette  butts: 

•  in  seat  cushions 

•  on  carpets  and  floors 

•  in  garbage  pails 

ensure  bar  area  and  floor  are  clean 
ensure  windows  and  doors  are  closed 
and  locked 

return  float,  cash,  keys,  time  sheets 
and  other  documents  to  supervisor 
activate  security  system,  if  applicable 


follow  closing  procedure  as  outlined  above 


E. 

SERVICE 
PREPARATION 
AND  CLOSING 
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TERMINOLOGY 

1 .1     define  bar  terminology 


BEVERAGE 
PREPARATION 
AND  SERVICE 


K 


define  bar  terminology: 

a)  alcohol  by  volume  -  alcohol 
content  expressed  as  percentage  of 
total  volume 

b)  aperitif  -  alcoholic  beverage  to 
stimulate  appetite 

c)  aroma  -  smell  of  the  variety  of 
grape  used  to  make  wine 

d)  back  -  served  in  separate 
container,  e.g.  side/back  glass 

e)  back  bar  -  area  behind  bar  used 
for  liquor  bottles,  displays  and 
glassware 

f)  bar  brand  -  brand  of  spirit  used  by 
bar  unless  specific  brand  is  ordered 

g)  beer  -  fermented  beverage  made 
from  water,  cereal  grain,  hops,  yeast 
and  sometimes  sugar 

h)  bouquet  -  smell  of  wine  that 
comes  from  aging 

1)   breakage  -  broken  glassware  and 

smallwares 
j)   breathe  -  expose  wine  to  air  to 

enhance  aroma  and  bouquet 
k)  call  brand  -  specific  spirit  ordered 

by  name 

I)   carafe  -  container  for  wine,  usually 

1/2  litre  or  1  litre  size 
m)  chaser  -  drink  served  to 

follow/complement  another 
n)  dash/splash  -  small  amount  of 

liquid  added  to  drink 
o)  distilled  spirit  -  alcoholic 

beverage  produced  by  separating 

alcohol  from  fermented  liquid 
p)  double  -  twice  the  amount  of 

alcohol  in  single  serving 
q)  draw  -  dispense  draught  beer  from 

tap 

r)  dry  -  cocktails  and  wines  with  little 
or  no  sweetness 
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s)  easy  -  less  of  a  specified  ingredient 

than  normal,  e.g.  ice 
t)  float  -  liquid  ingredient  added  to  top 

of  drink 

u)  frapp^/mist  -  poured  over  crushed  ice 
v)  free  pour  -  to  pour  without  using 

measuring  device 
w)  frozen  -  blended  with  ice  until  smooth 
x)  head  -  foam  on  top  of  drink 
y)  hot  -  extra  spices 
z)  house  -  specific  to  establishment 

aa)  liqueur  -  distilled  beverage  containing 
at  least  2.5%  sweetener  by  weight  and 
made  by  mixing  or  redistilling  various 
spirits  with  flavouring  agents;  alcohol 
content  varies  between  15%  to  56% 
alc/vol 

ab)  loaded  -  extra  ice 

ac)  mineral  water  -  natural  bottled  water 
(not  club  soda) 

ad)  neat  -  without  ice 

ae)  no  rim  -  leave  rim  of  glass 
unsalted/unsugared 

af)  off  warm  -  non-cooled,  room 
temperature  beer 

ag)  ontap  -  draught  beer  available  from 
keg 

ah)  on-the-rocks/over  -  over  ice 

ai)  on  the  side  -  mix  or  ice  served 
separately 

aj)  par  stock  -  amount  of  product 
needed  at  bar  for  shift;  level  of 
inventory  to  be  maintained  from  one 
stock  order  to  next 

ak)  pre-mix  -  liquids  combined  prior  to 
use 

al)  premium/deluxe  -  higher  quality, 

more  expensive  beverage 
am)  press  -  mix  diluted  with  water 


F. 

BEVERAGE 
PREPARATION 
AND  SERVICE 
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SKILL  1: 
DEFINE  BAR 
TERMINOLOGY 

1.1  cont'd 


BEVERAGE 
PREPARATION 
AND  SERVICE 


an)proof      -  system  of  measuring 
alcoholic  strength  of  liquid, 
e.g.  American  method  -  percentage 
of  alcohol  by  volume  x  2  =  degrees 
proof;  Sykes  method  (British/ 
Canadian)  -  percentage  of  alcohol 
by  volume  x  1.75  =  degrees  proof 

ao)rim  -  coat  lip  of  glass  with  salt  or 
sugar 

ap)  setup  -  glass  containing  ice 
aq)  shooter  -  drink  designed  to  be 

consumed  in  one  swallow 
ar)  short  -  served  in  smaller  glass 

than  usual 
as)  shot  -  one  measure  of  liquid 
at)  simple  syrup  -  sweetener  made 

from  water  and  sugar 
au)  speed  rail  -  bottle  holder  fastened 

to  service  bar 
av)  spillage  -  record  of  wasted 

alcoholic  bar  products,  e.g.  spilled 

and  incorrectly  made  drinks 
aw)split  -  small  bottle  of  wine  or  pop, 

usually  171  mL  (6  oz) 
ax)  squeeze  -  wedge  of  fnjit  for  guest 

to  squeeze  into  drink 
ay)  straight  up  -  without  mix 
az)  sweet  and  sour  -  bar  mix  similar 

to  pre-sweetened  lemon  bar  mix 

ba)  tall  -  served  in  larger  glass  than 
usual 

bb)  twist  -  citnjs  fruit  peel  garnish 
be)  up  -  identifies  first  drink  in  multi- 
drink  order,  e.g.  vodka  up 

bd)  virgin/mocktail  -  non-alcoholic 
cocktail 

be)  wet  -  martini  with  more  than  usual 
amount  of  dry  vermouth 
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1.1  cont'd 
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bf)  wine  -  naturally  fermented  juice  of 
ripe  fruit,  traditionally  grapes;  contains 
alcohol,  acids  and  sugars 

bg)  wlth  -  served  with  glass,  e.g.  beer 
with 


F. 

BEVERAGE 
PREPARATION 
AND  SERVICE 
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SKILL  2: 
PROVIDE 
BEER  SERVICE 

2.1     describe  styles  of  beer 


F. 

BEVERAGE 
PREPARATION 
AND  SERVICE 


describe  styles  of  beer: 


a) 


b) 


c) 


pilsner  (lager): 
light-bodied 

dry,  somewhat  bitter  taste  of 
hops 

bottom  fermented 
brands  include  Labatt's  Blue, 
Molson  Canadian 
light: 

lower  alcohol  content 
extra  light-bodied 
dry,  somewhat  bitter  taste  of 
hops 

made  by  diluting  extra  strength 
beer  or  by  using  less 
fermentable  material  in  mash 
bottom  fermented 
brands  include  Coor's  Light, 
Budweiser  Light,  Labatt's  Lite 
malt: 

medium-bodied 
full  malty  taste 
bottom  or  top  fermented 
brands  include  Extra  Old  Stock 
(High  Test) 


d)  ale 


medium-  to  full-bodied 
assertive  taste  with  stronger 
hops  and  malt  flavour  than 
pilsner 

top  fermented 

brands  include  Labatt's  50, 

Newcastle  Brown  Ale 
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2.1  cont'd 


2.2    identify  alcohol 
content  categories 
for  beer 


TOURISM 
STANDARDS 
CONSORTIUM 


e)  stout: 

•  heavy-bodied 

•  dark  in  colour 

•  bittersweet  to  bitter  taste 

•  made  from  roasted,  unmalted  barley 

•  top  fermented 

•  brands  include  Labatt's  Velvet 
Cream  Stout,  Guinness  Stout 

f)  dry: 

•  light-  to  medium-bodied 

•  dry  and  crisp,  with  little  or  no 
aftertaste 

•  most  fermentable  carbohydrates  are 
turned  into  alcohol 

•  top  or  bottom  fermented 

•  brands  include  Labatt's  Dry,  Molson 
Special  Dry 

g)  non-intoxicating: 

•  reduced  fermentation  time  and 
temperature  inhibit  alcohol 
production 

•  alcohol  is  removed  after  beer  is 
brewed,  e.g.  by  freeze  drying 

•  brands  include  Molson  Exel 


identify  alcohol  content  categories  for  beer: 


a)  non-intoxicating  -  0-1 .0%  alc/vol 

b)  extra  light  -  1.1-2.5%  alc/vol 

c)  light  -  2.6-4.0%  alc/vol 

d)  standard  -  4.1-5.5%  alc/vol 

e)  strong  -  5.6-8.5%  alc/vol,  e.g.  malt 
liquor 

f)  extra  strong  -  over  8.6%  alc/vol, 
e.g.  barley  liquor 


BEVERAGE 
PREPARATION 
AND  SERVICE 
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SKILL  2: 
PROVIDE 
BEER  SERVICE 

2.3     describe  difference 
between  keg/draught 
beer,  bottled/canned 
beer  and  Imported  beer 


2.4     identify  guidelines  to 
maintain  quality  of 
draught  beer 
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describe  difference  between 
keg/draught  beer,  bottled/canned  beer 
and  imported  beer: 

a)  keg/draught  beer: 
usually  unpasteurized 
shelf  life  of  21  days  in  keg  and 

3  days  after  keg  is  tapped 

b)  bottled/canned  beer: 
usually  pasteurized 
recommended  shelf  life  of  90 

days 

c)  imported  beer: 
usually  has  chemical  stabilizer 
added 

generally  has  longest  shelf  life 
of  three  types 


identify  guidelines  to  maintain  quality  of 
draught  beer: 

a)  maintain  temperature  between  3.3- 
5°C  (37-41  °F) 

b)  maintain  pressure  according  to 
length  of  line  from  keg  to  tap 

c)  clean  coolers,  lines,  taps,  glassware 
and  counters  regularly 

d)  rotate  stock  using  first-in,  first-out 
(FIFO)  rotation  system 
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2.5 


identify  causes  of 
problems  with 
draught  beer 


2.6 


identify  importance 
of  having  head  on 
beer 


K 
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identify  causes  of  problems  with  draught 
beer: 


a) 


b) 


c) 


wild  (foamy)  beer: 

•  temperature  is  too  high 

•  dispensing  pressure  is  too  high 

•  lines  are  kinked  or  twisted 

•  tap  technique  is  poor 

•  keg  is  unsettled 

•  keg  is  nearly  empty 
flat  (uncarbonated)  beer: 

•  temperature  is  too  low 

•  dispensing  pressure  is  too  low 

•  lines  or  valves  are  leaking 

•  rinse  agent  or  soap  on  glass 

•  beer  is  too  old 
cloudy  beer: 

•  beer  was  frozen  or  extremely  cold  at 
some  time 

•  glassware  is  dirty 

•  tap  or  lines  are  dirty 

•  beer  is  too  old 
bad  tasting  beer: 

•  beer  was  too  warm  at  some  time, 
causing  another  fermentation 

•  glassware  is  dirty 

•  tap  or  lines  are  dirty 

•  air  compressor  is  taking  in  foul  air 


identify  importance  of  having  head  on  beer: 


a)  enhances  appearance 

b)  releases  excess  carbon  dioxide 

c)  traps  remaining  carbon  dioxide 


d) 
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2.7     draw  draught  beer 


2.8     handle  beer  carefully 


K 


outline  how  to  draw  draught  beer: 


a) 
b) 
c) 

d) 


e) 


tilt  and  hold  glass  close  to  spout 
open  tap  handle  quickly 
adjust  flow  regulator  as  required, 
e.g.  when  starting  new  keg 
continue  drawing  for  multiple 
glasses,  leaving  tap  open,  if 
necessary 

close  tap  quickly  after  last  glass  is 
filled 


draw  draught  beer  as  outlined  above 


outline  how  to  handle  beer  carefully: 

a)  do  not  shake  or  handle  roughly 

b)  allow  at  least  three  hours  after 
delivery  for  product  to  settle 

handle  beer  carefully  as  outlined  above 


F. 
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describe  whisky: 


a)  distilled  from  fermented  mash  of  grain 

b)  generally  bottled  at  alcohol  content  of 
40%  alc/vol 

c)  types  of  whiskies: 

•  Canadian  whisky  (rye): 

-  aged  at  least  three  years  before 
bottling 

-  distilled  from  mash  of  cereal 
grains,  e.g.  rye,  barley,  wheat 

-  brands  include  Walker  Canadian 
Club,  Seagram's  V.O.,  Seagram 
Crown  Royal 

•  single  malt  scotch  whisky: 

-  distilled  from  mash  of  smoked 
bariey  malt 

-  aged  in  oak  at  least  three  years 
before  bottling 

-  brands  include  Glenlivet,  Grant 
Glenfiddich,  Johnnie  Walker 
Cardhu 

•  blended  scotch  whisky: 

-  produced  by  blending  single  malt 
scotch  whiskies  with  high  proof 
grain  whiskies 

-  aged  at  least  three  years  before 

bottling   

-  brands  include  Johnnie  Walker 
Red  Label,  Chivas  Regal,  John 

Dewar  and  Sons,  Ne  Plus  Ultra  BEVERAGE 

PREPARATION 
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3.1  cont'd 


3.2     describe  rum 
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bourbon  whisky: 

-  distilled  from  mash  of  com 

-  aged  at  least  two  years  in 
oak 

-  brands  include  Jim  Beam 
Tennessee  whisky: 

-  distilled  from  mash  of  cereal 
grain,  usually  corn 

-  charcoal  filtered 

-  aged  at  least  two  years  in 
oak 

-  brands  include  Jack  Daniel's 
Old  No.7 

Irish  whiskey 

-  distilled  from  mash  of  barley 
malt 

-  aged  at  least  four  years  in 
wood 

-  brands  include  Old  Bushmills, 
John  Jameson's  3-Star 


describe  rum: 

a)  distilled  from  fermented  mash  of 
sugar  cane  juice  or  molasses 

b)  generally  bottled  at  alcohol  content 
of  40%  alc/vol 

c)  types  of  rum: 

white  rum: 

-  aged  for  varying  lengths  of 
time 

-  brands  include  Bacardi  Carta 
Blanca,  Lamb's,  Morgan 
White  Label 
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3.2  cont'd 


3.3    describe  vodka 
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•  amber  rum  (light  rum): 

-  coloured  by  aging  and  addition  of 
caramel 

-  brands  include  Bacardi  1873, 
Lamb's  Palm  Breeze,  Appleton 
Special 

•  dari<  rum: 

-  coloured  by  aging  and  addition  of 
caramel 

-  brands  include  Lamb's  Navy, 
Rumart<  Coruba,  Lemon  Hart 
Demerara 

•  overproof  rum: 

-  coloured  by  aging  and  addition  of 
caramel 

-  bottled  at  75.5%  alc/vol  (151°) 

-  brands  include  Barcardi  151 


describe  vodka: 


a)  distilled  from  mash  of  cereal  grain  or 
potatoes 

b)  redistilled  to  purify 

c)  usually  unaged 

d)  generally  bottled  at  alcohol  content  of 

40%  alc/vol   

e)  brands  include  Smirnoff,  Schenley 
Silent  Sam,  Finlandia 

BEVERAGE 
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3.4     describe  gin 


3.5     describe  tequila 
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3.6     describe  brandy 


K 
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describe  gin: 


a) 
b) 


c) 
d) 

e) 


spirit  distilled  from  fermented  mash 
of  cereal  grains 

flavoured  by  exposing  vapour  to 
juniper  bemes  and  other  plant 
products 
usually  unaged 

generally  bottled  at  alcohol  content 
of  40%  alc/vol 

brands  Include  Beefeater  London 
Dry,  Gordon's  London  Dry 


describe  tequila: 

a)  distilled  from  fermented  mash  of 
Blue  Agave  plant  grown  in  Tequila 
region  of  Mexico 

b)  generally  bottled  at  alcohol  content 
of  40%  alc/vol 

c)  gold  tequila  has  been  aged;  white 
tequila  is  unaged 

d)  brands  include  Sauza,  Cuervo 
Especial,  San  Matias 


describe  brandy: 

a)  distilled  from  wine  or  fermented 
mash  of  fruit 

b)  generally  bottled  at  alcohol  content 
of  40%  alc/vol 

c)  aged  according  to  quality  desired 
and  applicable  laws 
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d)  types  of  brandies: 

•  cognac: 

-  distilled  from  wine  made  from 
approved  grape  varieties  grown 
within  Cognac  region  of  France 

-  bottle's  label  gives  indication  of 
age: 

A  V.S.  -  very  superior  -  youngest 
cognac  in  blend  was  aged  at 
least  V/2  years 

A  V.S.O.P.  -  very  superior  old 
pale  -  youngest  cognac  in 
blend  was  aged  at  least  AVz 
years 

A  X.O.  -  extra  old  -  youngest 
cognac  in  blend  was  aged  at 
least  51/2  years 

-  brands  include  Hennessey  V.S. 
and  X.O.,  Remy  Martin  V.S.  and 
V.S.O.P.,  Courvoisier  V.S.  and 
V.S.O.P. 

•  armagnac: 

-  distilled  from  wine  made  from 
approved  grape  varieties  grown 
within  Armagnac  region  of 
France 

-  age-label  statements  same  as  for 
cognac 

-  brands  include  Saint-Vivant 
V.S.O.P. 


F. 
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3.6  cont'd 


3.7     describe  miscellaneous 
spirits 
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Other  brandies: 

-  made  from  various  grape 
varieties  and  processes 

-  brands  include  Metaxa  Five 
Star  (Greece),  Asbach  Uralt 
(Gemiany) 


describe  miscellaneous  spirits: 

a)  akvavit  (aquavit): 

distilled  from  mash  of  cereal 
grain  or  potatoes 
flavoured  with  caraway  seed 
usually  unaged 
generally  bottled  at  alcohol 
content  of  40%  alc/vol 
brands  include  Aalborg  Taffel 
Akvavit 

b)  ouzo: 
distilled  from  fermented  mash  of 
grape  pomace 

flavoured  with  anise  seed  and 
herbs 

usually  unaged 
generally  bottled  at  alcohol 
content  of  40%  alc/vol 
crystallizes  if  refrigerated 
brands  include  Ouzo  Sans  Rival 

c)  beverage  bitters: 
based  on  neutral  grain  spirit 
flavoured  with  orange  peels  and 
herbs 

usually  unaged 
brands  include  Campari 


72 


BARTENDER 


SKILL  3: 
DESCRIBE 
LIQUOR  PRODUCTS 

3.7  cont'd 


TOURISM 
STANDARDS 
CONSORTIUM 


d)  non-beverage  bitters: 

•  based  on  high  proof  rums 

•  flavoured  with  herbs  and  plants 

•  usually  unaged 

•  brands  include  Angostura 


F. 
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SKILL  4: 

IDENTIFY  MAJOR 
CATEGORIES  OF 
LIQUEURS 

4.1     identify  major 

categories  of  liqueurs 


K 


identify  major  categories  of  liqueurs: 

a)  nut-flavoured,  e.g.  Hazelnut 
Frangelico,  Amaretto 

b)  fruit-flavoured,  e.g.  Creme  De 
Bananes,  Triple  Sec,  Grand  Marnier 

c)  herb-flavoured,  e.g.  Benedictine, 
B  &  B,  Creme  De  Menthe 

d)  cream-flavoured,  e.g.  Bailey's 
Original  Irish  Cream,  Grand  Marnier 

e)  whisky-flavoured,  e.g.  Southern 
Comfort,  Drambuie,  Irish  Mist 

f)  coffee-flavoured,  e.g.  Tia  Maria, 
Kahlua 

g)  chocolate-flavoured,  e.g.  Creme  De 
Cacao 

h)  licorice-flavoured,  e.g.  Sambuca, 
Galliano 

i)  schnapps,  e.g.  Peppemiint,  Peach 


F. 
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describe  sweetness 
scale  of  wine 


5.2 


describe  major  wine 
classifications 
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define  sweetness  scale  of  wine: 

amount  of  sugar  in  wine;  low  number 
indicates  dry  wine 


describe  major  wine  classifications: 

a)  aromatized  wines: 

•  fortified  wine  flavoured  with  herbs, 
roots  or  spices 

•  up  to  22%  alc/vol 

•  examples  are  Dubonnet,  vermouth 

b)  fortified  wines: 

•  wine  to  which  brandy  is  added  to 
increase  alcoholic  content 

•  up  to  22%  alc/vol 

•  examples  are  port,  sherry 

c)  light  wines: 

•  up  to  7%  alc/vol 

•  example  is  Maria  Christina 

d)  non-alcoholic/de-alcoholized  wines: 

•  less  than  1  %  alc/vol 

•  example  is  Monticello 

e)  spari^ling  wines: 

•  wine  bottled  under  pressure 

•  up  to  14%  alc/vol 

•  example  is  champagne 

f)  table  wines: 

•  still  white,  red,  rose  or  blush  wine 

•  up  to  14%  alc/vol 

•  examples  are  Beaujolais,  Piesporter 
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5.3 


identify  wine  producing 
areas  of  major  wine 
producing  countries 


5.4 


match  categories  of 
wine  to  meal  courses 
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identify  wine  producing  areas  of  major 
wine  producing  countries: 

a)  Australia  -  Hunter  Valley,  Barossa 
Valley 

b)  Canada  -  Okanagan  Valley, 
Niagara 

c)  France  -  Bordeaux,  Burgundy, 
Rhone,  Alsace,  Champagne 
Germany  -  Rheingau,  Mosel-Saar- 
Ruwer,  Rheinhessen,  Rheinphfalz 

e)  Italy  -  Tuscany,  Piedmont,  Veneto 
Spain  -  Jerez,  Rioja,  Panades 
United  States  -  California, 
Washington,  Oregon 


d) 


f) 

g) 


match  categories  of  wine  to  meal 
courses: 

a)  appetizer  wine: 

•  appropriate  before  dinner  to 
stimulate  appetite 

includes  dry  and  medium-sweet 
fortified  wines,  white  dry  table 
wines  and  aromatized  wines 

b)  dessert  wine: 

•  appropriate  after  dinner  or  to 
complement  dessert 

includes  sweet  white  table  wines 
and  fortified  wines 

c)  sparkling  wine: 

appropriate  throughout  meal 

•  includes  dry,  medium  and  sweet 
sparkling  wines 
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5.5    follow  guidelines  for 
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d)  table  wine: 

•  appropriate  with  main  course 

•  includes: 

-  all  except  very  sweet  wines 

-  variety  of  styles 


outline  guidelines  for  recommending  wine: 

a)  consider  guests'  taste  first: 

•  traditional  guidelines  are  not 
absolute 

b)  match  wine  to  food  item,  based  on 
product  knowledge  and  expertise,  for 
example: 

•  light-flavoured,  light-bodied  wines 
with  light-flavoured  foods 

•  full-flavoured,  full-bodied  wines  with 
full-flavoured  foods 

•  dry  wines  with  foods  which  are  not 
sweet 

•  sweet  wines  with  sweet  foods 

follow  guidelines  for  recommending  wine 
as  outlined  above 


F. 
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5.6  identify  information 
found  on  wine  label 
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identify  information  found  on  wine 
label: 

a)  name  of  wine 

b)  volume 

c)  type  of  wine 

d)  country  of  origin 

e)  area  of  origin  designation 

f)  alcohol  by  volume 

g)  grape  type,  e.g.  Cabernet 
Sauvignon,  Riesling 

h)  year,  if  vintage  wine 

i)  name  of  bottler,  if  estate  bottled 
j)  agent  or  importer 

k)  vineyard 


F. 
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Chateau  Tourism 

EXTRAORDINAIRE 
—  -1-9-9-2- 


750  ML 
WHITE  WINE 


Standard  River  Valley 
-  Old  GrtfFs  Vineyard 


12%  ALCJVOL 
VIN  BLANC 


aWEMJ  TOUR6M  WINERY.  KELOWMA  B.C„  CANADA 
-  MPORTED  BY  TOURISM  STANDARDS  CONSORTIUM 
EDMONTON.  ALBBTIA.  CANADA 
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champagne  and 
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define  sweetness  terms  for  champagne 
and  other  sparkling  wines: 


a)  Nature  -  unsweetened  natural  state 

b)  Brut  -  very  dry 

c)  Extra  Sec  -  off  dry 

d)  Sec  -  medium  sweet 

e)  Demi  Sec  -  quite  sweet 

f)  Doux  -  very  sweet 


describe  how  to  open  still  wine: 


a) 
b) 
c) 


d) 
e) 


f) 

g) 

h) 
i) 


present  wine  bottle  with  label  facing 
wine  host 

use  professional  flat  corkscrew  with 
knife 

after  receiving  wine  host's  approval,  cut 
capsule  evenly  and  completely  or  use 
pull  tab;  discard  top  of  capsule 
wipe  top  of  bottle  and  cork  with  clean 
napkin 

insert  point  of  corkscrew  into  cork 
slightly  off  centre  and  twist;  never  allow 
screw  to  penetrate  bottom  of  cork 
rest  lever  of  corkscrew  on  lip  of  bottle 
and  pull  steadily  until  cork  is  removed 
remove  cork  from  corkscrew  and  place 
before  wine  host  for  inspection 
wipe  top  of  bottle  with  clean  napkin 
leave  red  wine  to  breathe,  if  wine  host 
wishes 
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consideration  of  house  policy 
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5.9     open  sparkling  wine 
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describe  how  to  open  sparkling  wine: 


a) 
b) 
c) 


d) 
e) 


t) 


h) 
i) 


do  not  shake  or  handle  bottle 
roughly 

present  bottle  with  label  facing  wine 
host 

hold  bottle  at  45°  angle,  pointing  it 
away  from  people  and  breakables 
remove  and  discard  foil  wrapper 
while  applying  pressure  to  top  of 
cork,  loosen  wire  cap;  remove  and 
discard 

cover  cork  and  top  of  bottle  with 
napkin  and,  holding  napkin  and  cork 
in  one  hand,  twist  bottle  with  other 
hand 

allow  pressure  inside  bottle  to  gently 
ease  cork  out 

continue  to  hold  bottle  at  45°  angle 

until  pressure  subsides 

wipe  top  of  bottle  with  clean  napkin 


open  spari<ling  wine  as  outlined  above, 
with  consideration  of  house  policy 


F. 
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5.10  pour  wine 
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outline  how  to  pour  wine: 

a)  pour  small  amount  of  wine  for  wine 
host  to  test,  e.g.  one  ounce 

b)  after  wine  host's  approval,  serve: 

•  counterclockwise  around  table 

•  wine  host  last 

c)  fill  glasses  1/2  to  3/4  full,  according  to: 

•  shape  and  size  of  glasses 

•  number  of  guests  being  served 

d)  for  sparkling  wine,  pour  slowly  until 
froth  almost  reaches  rim  of  glass;  allow 
it  to  subside  before  continuing  to  pour 

e)  twist  bottle  slightly  at  end  of  pour  to 
prevent  drips 

f)  replace  wine  to  coaster  or  ice  bucket 
and  place  napkin  as  required 

g)  remove  cork,  capsule  and  empty  wine 
bottles  from  table  or  ice  bucket 

pour  wine  as  outlined  above,  with 
consideration  of  house  policy 


outline  how  to  serve  subsequent  bottles  of 
wine: 

a)  offer  clean  glasses  for  all  guests 

b)  follow  steps  for  opening  and  pouring 
wine 

c)  remove  empty  glasses  and  bottles 

serve  subsequent  bottles  of  wine  as 
outlined  above,  with  consideration  of  house 
policy 
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SKILL  6: 
PROVIDE 
PROFESSIONAL 
BEVERAGE  SERVICE 

6.1     follow  procedures  for 
service  bar 


6.2     serve  guest  at  bar 


K 
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outline  procedures  for  service  bar: 

a)  inform  staff  of  specials,  shortages 
and  new  products 

b)  serve  staff  in  first-come,  first-served 
order 

c)  listen  carefully  to  order 

d)  repeat  order 

e)  make  order  after  ensuring  proof  of 
sale 

f)  identify  drink  closest  to  server  as 
'up',  e.g.  'Vodka  is  up* 

g)  watch  for  over-consumption, 

e.g.  orders  for  doubles  or  multiple 
drinks 

h)  ensure  adequate  time  is  given  to 
serve  last  drinks  before  liquor 
service  ceases 

follow  procedures  for  service  bar  as 
outlined  above,  with  consideration  of 
house  policy 


outline  how  to  serve  guest  at  bar: 

a)  welcome  guest: 

acknowledge  regulars,  using 
discretion 

b)  provide  menus  and  explain  specials 
and  shortages 

c)  use  responsible  alcohol  service  and 
intervention  techniques 
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d)  use  selling  techniques  for  alcoholic  and 
non-alcoholic  drinks,  for  example: 

•  recommend  traditional  beverages, 
for  example: 

-  before  lunch  or  dinner  -  cocktails, 
aperitifs,  beer,  white  dry  table 
wines,  dry  sparkling  wines  or 
sherries" 

-  with  lunch  or  dinner  -  table 
wines,  medium  sparkling  wines 
or  beer 

-  after  lunch  or  dinner  -  liqueurs, 
special  teas,  special  coffees, 
brandies,  dessert  wines,  sweet 
sparkling  wines  or  layered  drinks 

e)  take  order  courteously,  committing  it  to 
memory  or  paper 

f)  key  order  into  electronic  cash  system 

g)  provide  coaster,  napkin,  ashtray  and 
tableware  as  required 

h)  make  order 

1)  deliver  and  restate  order 

j)   maintain  counter,  for  example: 

•  replace  coaster,  napkin,  ashtray  and 
tableware  as  required,  e.g.  replace 
ashtray  which  has  two  or  more 
cigarette  butts 

•  remove  waste,  e.g.  straws,  stir 
sticks 

•  take  and  deliver  subsequent  orders 

•  remove  empty  glassware  as  soon 
as  possible 

•  wipe  counter  periodically 
k)  total  check 

I)   confirm  check  is  correct,  clean  and 
legible 
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6.2  cont'd 


6.3     identify  order  for 
serving  guests 


BEVERAGE 
PREPARATION 
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m)  place  check  on  tip  tray  or  directly  on 
table 

n)  collect  payment  and  return  change 
0)  thank  guest 

p)  continue  to  monitor  guest's  needs 
and  start  new  check  if  required 

q)  clean  counter  thoroughly  when 
guest  leaves 

serve  guest  at  bar  as  outlined  above, 
with  consideration  of  house  policy 


identify  order  for  sending  guests: 


a) 
b) 


c) 


women  and  children  first 
person  to  right  of  host  first, 
continuing  counterclockwise  around 
table 
host  last 
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gamishes 


7.2    prepare  garnish 
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identify  common  garnishes: 


a) 
b) 
c) 
d) 


e) 


h) 
i) 


j) 

k) 

I) 


maraschino  cherries 
olives 

pearl/cocktail  onions 
orange: 
half  wheels 
wheels 
lemon: 

half  wheels 
wheels 
twists 
lime: 

half  wheels 
wheels 
wedges 
twists 
celery  stalks 
orange  and  cherry 
pineapple: 

•  spears 

•  wedges 
cucumber  slices 

spices,  e.g.  clove,  cinnamon  stick 
chocolate  shavings 


m)  coffee  beans 


outline  how  to  prepare  garnish: 

a)  wash  fmits  and  vegetables  thoroughly 

b)  cut  into  desired  forms 

c)  place  cherries,  onions  and  olives  on 
picks  prior  to  serving 

d)  protect  fmit/vegetable  garnish,  for 
example: 

•  keep  sliced  fruit  together  to  prevent 
drying 

•  keep  celery  in  fresh,  cold  water 

•  store  chenies,  onions  and  olives  in 
canning  liquid  to  prevent  drying 
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7.2  cont'd 


7.3     prepare  glassware 


7.4     use  pouring  techniques 


F. 
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prepare  garnish  as  outlined  above 


outline  how  to  prepare  glassware: 

a)  chill  by  rinsing  in  clean  cold  water  or 
placing  In  cooler  or  freezer 

b)  rim  by  coating  lip  of  glass  with  salt, 
sugar  or  spices 

c)  heat  by  rinsing  in  hot  water  or 
placing  In  microwave: 

•    choose  glass  with  handle  or 
wrap  in  napkin  before  serving 

prepare  glassware  as  outlined  above, 
with  consideration  of  house  policy 


outline  how  to  use  pouring  techniques: 

a)  pour  drinks: 

•    facing  front  of  bar 
above  bar  counter 

b)  hold  measuring  glass  so 
measurement  is  visible  to  guests 

c)  measure  accurately: 
dash 
1/4  oz 
1/3  oz 
1/2  oz 
2/3  oz 
3/4  oz 
1  oz 
1-1/4  oz 
1-1/2  oz 
2oz 

d)  pour  mixes  accurately,  i.e.  according 
to  recipe  specifications 

use  pouring  techniques  as  outlined 
above 
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7.5    demonstrate  pouring 
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describe  pouring  methods: 

a)  build: 

•  pour  ingredients  directly  into  glass 

b)  layer: 

•  pour  ingredients  in  order  of  density 
(heaviest  to  lightest)  into  glass 

•  pour  slowly  into  glass 

•  do  not  allow  finger  to  contact 
ingredients;  pour  ingredients  slowly 
over  spoon,  cheny  or  slice  of  cork 

c)  shake: 

•  pour  ingredients  into  stainless 
shaker 

•  place  mixing  glass  on  top  to  form 
seal 

•  shake  vigorously 

•  strain  into  serving  glass 

d)  blend: 

•  cup  blender: 

-  pour  ingredients  into  cup 

-  cover  with  lid 

-  set  on  blender  base 

-  blend  until  smooth 

-  pour  into  serving  glass 

•  single-post  blender: 

-  pour  ingredients  into  stainless 
shaker 

-  place  under  post  of  blender 

-  strain  into  serving  glass  f^- 

e)  stir:  BEVERAGE 

•  pour  ingredients  into  mixing  glass  PREPARATION 

•  mix  with  bar  spoon  AND  SERVICE 

•  strain  into  serving  glass 

demonstrate  pouring  methods  as  outlined 
above 
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7.6     prepare  flambe  drinks 


7.7     make  drinks 
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outline  how  to  prepare  flambe  drinks: 

a)  heat  glass 

b)  add  alcohol  to  be  flamed 

c)  flame  alcohol  by  tilting  glass  so 
alcohol  contacts  flame  or  by  using 
bar  spoon 

d)  add  remaining  ingredients 

e)  garnish 

f)  present  drink: 

caution  guest  about  flame  and 
hot  glass 

prepare  flambe  drinks  as  outlined 
above,  with  consideration  of  house 
policy 


outline  how  to  make  drinks: 

a)  memorize  recipes  in  Appendix  Two 

b)  practice  making  drinks  in  Appendix 
Two: 

•  practice  on  job 

•  practice  in  simulated  situation, 
using  water  as  liquor  substitute 

c)  make  14  different  drinks  from 
recipes  in  10  minutes 

make  drinks  as  outlined  above 
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7.8 


follow  sequence  for 
ordering  drinks 


7.9 


differentiate  between 
highball  and  cocktail 
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outline  sequence  for  ordering  drinks: 

a)  request  servers  order  drinks  in  following 
sequence: 

•  beer 

•  highballs 

•  cocktails 

•  wine 

•  hot  drinks 

b)  reinforce  policy  by  reminding  servers  of 
correct  ordering  sequence 

follow  sequence  for  ordering  drinks  as 
outlined  above,  with  consideration  of  house 
policy 


differentiate  between  highball  and  cocktail: 

highball  is  a  beverage  generally  containing 
one  spirit,  carbonated  beverage  and/or 
water;  addition  of  other  ingredients  usually 
means  drink  is  considered  a  cocktail; 
e.g.  vodka  and  tonic  -  highball;  vodka  and 
orange  juice  -  cocktail  (screwdriver);  mm 
and  cola  -  highball;  rum,  cola  and  lime  - 
cocktail  (Cuba  libra) 


F. 

BEVERAGE 
PREPARATION 
AND  SERVICE 


89 


BARTENDER 


SKILL  7: 

USE  BARTENDING 
TECHNIQUES 

7.10   Invent  new  drink 
recipes 
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outline  how  to  invent  new  drink  recipes: 

a)  identify  flavours  of  alcoholic 
products,  e.g.  vodka  -  neutral, 
Kahlua  -  coffee 

b)  document  complementary  flavours, 
e.g.  chocolate  and  banana 

c)  combine: 

•    non-alcoholic  bar  products 
alcoholic  and  non-alcoholic 
beverages  that  may  go  well 
together 

d)  recommend  new  drink  recipes  to 
management  for  approval 

e)  obtain  opinions,  e.g.  from  guests 

invent  new  drink  recipes  as  outlined 
above,  with  consideration  of  house 
policy 
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8.1    describe  reasons  for 
responsible  alcohol 
service 


8.2 


serve  alcohol 
responsibly 
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describe  reasons  for  responsible  alcohol 
service: 


a 


b) 


bartender/server  is  legally  and  morally 
obligated  to  prevent  guest  from 
reaching  state  of  intoxication  which  may 
directly  or  indirectly  cause  injury  or 
death 

licensee  may  be  held  legally 
(financially)  responsible  for  actions  of 
patron  who  was  served  alcohol  in 
irresponsible  manner  in  licensee's 
establishment  with  subsequent  actions 
of  patron  resulting  in  death  or  injury  of 
patron  or  third  party 


outline  how  to  serve  alcohol  responsibly: 


a) 
b) 

c) 

d) 

e) 

f) 


g) 


talk  with  and  observe  guest 
encourage  consumption  of  snack  foods 
and  non-alcoholic  beverages 
keep  track  of  number  of  drinks 
consumed  or  consumption  rate 
discourage  multiple  drink  orders  and 
doubles 

inform  guest  about  amount  of  alcohol  in 
drinks,  if  asked 

promote  activities  other  than  drinking, 
e.g.  board  games,  electronic  games, 
entertainment 

inform  co-workers  of  potential  problems 


serve  alcohol  responsibly  as  outlined 
above 


TOURISM 
STANDARDS 
CONSORTIUM 
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8.3 


identify  factors  affecting 
intoxication  level  of 
guests 


8.4 


identify  signs  of 
intoxication 


F. 
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identify  factors  affecting  intoxication 
level  of  guests: 

a)  rate  of  alcohol  consumption, 
i.e.  number  of  drinks  per  hour 

b)  consumption  of  food 

c)  size  and  ideal  body  weight 

d)  previous  experience  with  alcohol 

e)  mood  or  emotional  state 

f)  presence  of  other  dmgs  in  body 


identify  signs  of  intoxication: 

behaviours  sited  below  are  examples  of 
possible  reactions  to  alcohol  and  are 
offered  as  a  guide  to  help  identify 
intoxication: 

a)  loss  of  inhibitions,  for  example: 
becoming  overly  friendly 
changing  volume  or  rate  of 
speech 

disturbing  other  customers 
using  foul  language 

b)  impaired  judgement,  for  example: 
complaining  about  weakness  of 
drink 

changing  consumption  rate 
becoming  argumentative  or 
belligerent 
ordering  doubles 
being  careless  with  money 
making  illogical  statements 

c)  impaired  reactions,  for  example: 
lighting  more  than  one  cigarette 
being  unable  to  focus  eyes 
properly 

being  unable  to  concentrate; 
losing  train  of  thought 
slurring  speech 
sweating 
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8.4  cont'd 


8.5    use  intervention 
strategies 
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d)  loss  of  co-ordination,  for  example: 

•  having  difficulty  in  picking  up  change 
or  cigarettes 

•  spilling  drink 

•  staggering  and  having  difficulty 
moving  around  objects  in  path 

•  being  unable  to  sit  upright;  falling 
asleep  briefly  and  waking  with 
jerking  motion 


outline  how  to  use  intervention  strategies: 

a)  subtly  slow  rate  of  alcohol  service  to 
guests  who  are  consuming  alcohol 
rapidly 

b)  offer  food  or  non-alcoholic  beverages 
as  alternative  to  alcohol 

c)  promote  activities  other  than  drinking, 
e.g.  games,  videos 

d)  enlist  aid  of  guests'  friends  to  slow  or 
cease  guests'  alcohol  consumption 

use  intervention  strategies  as  outlined 
above 
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8.6     cut  off  alcohol  service 
to  guest  who  Is 
apparently  intoxicated 


8.7     prevent  intoxicated 
guests  from  driving 
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outline  how  to  cut  off  alcohol  service  to 
guest  who  is  apparently  intoxicated: 


a) 
b) 


c) 
d) 


e) 
f) 


g) 


notify  supervisor  and  co-worker 
communicate  with  guest  privately,  if 
possible,  to  reduce  embarrassment 
or  defiance 

use  calm,  courteous,  firm  approach 
avoid  emotionally  charged  words 
and  accusations  to  describe  guest, 
e.g.  'drunk' 

listen  and  empathize  with  guest  but 
do  not  bargain  or  back  down 
explain  decision  is  not  arbitrary  by 
citing  regulation  or  house  policy 
regarding  overservice  of  alcohol 
enlist  aid  of  sober  friends 
accompanying  guest 


cut  off  alcohol  service  to  guest  who  is 
apparently  intoxicated  as  outlined  above 


outline  how  to  prevent  intoxicated 
guests  from  driving: 


a) 


b) 
c) 


promote  designated  driver  program, 
e.g.  one  group  member  abstains 
from  alcohol  and  drives  others  home 
offer  to  call  taxi 

encourage  sober  group  member  to 
drive  intoxicated  guest  home 


prevent  intoxicated  guests  from  driving 
as  outlined  above 
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8.8    prevent  removal  of 
alcohol  from  licensed 
premises 
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outline  how  to  prevent  removal  of  alcohol 
from  licensed  premises: 

a)  ensure  liquor  is  not  illegally  removed 
from  licensed  premises 

b)  if  attempt  to  remove  alcohol  from 
licensed  premises  is  made: 

•  outline  regulations  restricting 
removal  of  alcohol 

•  request  liquor  from  guest 

c)  call  for  assistance  as  required 

prevent  removal  of  alcohol  from  licensed 
premises  as  outlined  above 
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USE  TOOLS  OF  TRADE 

9.1     outline  uses  of  bar  tools 


BEVERAGE 
PREPARATION 
AND  SERVICE 
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outline  uses  of  bar  tools: 


a) 


b) 
c) 

d) 


e) 
0 


h) 


k) 


I) 

m) 


n) 
0) 
P) 
q) 


bar  knives:  -  for  preparing  garnish 

paring  knife 
•    rind  cutter/channel  knife 

zester 

bar  spoon  -  for  stimng  drinks 
bottle  opener/can  opener  -  for 
opening  bottles  and  cans 
champagne  stopper  -  to  keep 
open  bottles  of  champagne  fresh 
and  carbonated 

corkscrew  -  for  opening  corked 
bottles 

cutting  board  -  for  cutting  garnish 
dispensing  gun  -  to  dispense 
liquor  or  carbonated  mix 
funnel  -  to  transfer  liquids  without 
spills 

garnish  tray/fruit  caddy  -  to  hold 
prepared  garnishes 
glass  rimmer  -  to  rim  glasses  with 
salt  or  sugar 

government  approved  measuring 
device  -  for  measuring  alcoholic 
beverages 

ice  pick  -  for  breaking  ice 
ice  scoop  -  for  transferring  ice, 
e.g.  ice  machine  to  ice  tub,  from  ice 
tub  to  glass 

juice  container  -  to  store  juice, 
e.g.  bar  lime  mix 

lime/lemon  squeeze  -  to  squeeze 
juice  from  fmit 

mixing  glass  -  for  stimng  and 

shaking  cocktails 

muddler  -  to  pulverize  and  mix 

sugar  and  fruit  in  serving  glass 

pour  spout  -  to  regulate  flow  from 

bottle 

spill  well  pouring  mat  -  for 

collecting  spillage 
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9.2    identify  glassware 
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t)  Stainless  shaker  -  for  blending  drinks 

with  post  blender  or  shaking  cocktails 
u)  strainer  -  for  straining  ice  from  drinks 
v)  trays  -  for  serving  drinks  and  clearing 

tables/counters 
w)  whipping  cream  dispenser  -  to  whip 

and  dispense  whipped  cream 
x)  wine  baslcet  -  for  resting  red  wine 

while  sediment  settles 
y)  wine  bucket    to  keep  white  wine  or 

champagne  chilled 


identify  glassware: 


a)  water  glass 

b)  all-purpose  wine  glass 

c)  white  wine  glass 

d)  red  wine  glass 

e)  champagne  flute 

f)  champagne  tulip 

g)  champagne  saucer 

h)  rock/old  fashioned 

i)  highball: 

•  regular 

•  tall 

j)   sling  glass 

k)  sour  glass   

I)  fizz  glass 

m)  martini  glass  ^' 

n)  cocktail  glass  BEVERAGE 

0)  snifter  PREPARATION 

p)  sherry/port  glass  AND  SERVICE 

q)  cordial/liqueur  glass 

r)  special  coffee  glass 

s)  beer  glass 

t)  beer  mug 

u)  beer/water  pitcher 

v)  double  old  fashioned  glass/bucket 

w)  pilsner  glass 

x)  fiesta  grande/humcane 

y)  poco  grande 
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9.2  cont'd 


z)  side/back  glass  (side  car) 

aa)  shooter  glass 

ab)  shot  glass 
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□□2 


water  glasses  all  purpose  wine  glass      white  wine  glass 


red  wine  glass  champagne  flute         champagne  tulip  champagne  saucer 


s 


ck/old  fashioned  glass  regular  highball  glasses 


tall  highball  glass  sling  glass  sourglass 


BEVERAGE 
PREPARATION 
AND  SERVICE 


fizz  glass 
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martini  glass  cocktail  glass  snifter  sheny/port  glass 


2 


cordial/liqueur  glass     special  coffee  glass         beer  glass  beer  mug 
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beer/water  pitcher    double  old  fashioned    pilsner  glass     fiesta  grande/hurricane 

glass/bucket 


D 


poco  grande 
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side/back  glass 
(sidecar) 


shooter  glass 


shot  glass 


BARTENDER 


SKILL  1: 
USE  MENU 
KNOWLEDGE 


1.1 


follow  food  service 
guidelines 


1.2 


serve  guests  with 
allergies 
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outline  food  service  guidelines: 

a)  check  food  and  beverage  presentation 

b)  serve  hot  foods  immediately: 

•  use  clean,  dry  napkin  to  carry  hot 
plates 

•  choose  clear  path  to  destination 

•  alert  others  of  possible  danger, 
e.g.  inform  guest  plate  is  hot 

c)  position  plate: 

•  in  front  of  guest  with  main  item  at 
six  o'clock 

•  approximately  2.5  cm  (1  in)  from 
edge  of  table 

d)  ensure  guest  satisfaction  throughout 
meal,  e.g.  accommodate  special 
requests 

follow  food  service  guidelines  as  outlined 
above,  with  consideration  of  house  policy 


outline  how  to  serve  guests  with  allergies: 

a)  know  ingredients  in  food  and  beverage 
items: 

•  inquire  about  ingredients,  if  unknown 

•  relay  information  to  guest 

b)  note  allergy  on  order  pad  or  guest 
check 

c)  confirm  absence  of  allergen  when 
picking  up  orders 

d)  inform  guest  that  order  is  without 
allergen 

serve  guests  with  allergies  as  outlined 
above,  with  consideration  of  house  policy 
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KNOWLEDGE 

1.3     define  menu  knowledge 


1 .4    follow  order  of  food 
service 
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define  menu  knowledge: 

ability  to  describe  menu  items  according 
to: 

a)  ingredients 

b)  method  of  preparation 

c)  preparation  time 

d)  price 


outline  order  of  food  service: 

a)  appetizer 

b)  soup 

c)  salad 

d)  main  course/entree 

e)  dessert 

follow  order  of  food  service  as  outlined 
above,  with  consideration  of  house 
policy 
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1.1    outline  legislation 
regarding  misleading 
advertising 
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outline  legislation  regarding  misleading 
advertising: 


52(1 )  No  person  shall,  for  the  purpose  of 
promoting,  directly  or  indirectly,  the  supply  or  use  of 
a  product  or  for  the  purpose  of  promoting,  directly 
or  Indirectly,  any  business  interest,  by  any  means 
whatever, 

(a)  make  a  representation  to  the  public  that  is  false 
or  misleading  in  a  material  respect ... 

Competition  Act  p35,  RSC  1985  c.C-34 
s52 

4(1)  For  the  purposes  of  this  Act,  the  following  are 
unfair  acts  or  practices: 
(a)  the  subjection  of  the  consumer  to  undue 
pressure  by  a  supplier  to  enter  into  a  consumer 
transaction ... 

(d)  any  representation  or  conduct  that  has  the 
effect,  or  might  reasonably  have  the  effect,  of 
deceiving  or  misleading  a  consumer  or  potential 
consumer  and,  without  limiting  the  generality  of  the 
foregoing,  includes  any  representation  or  conduct  of 
the  following  kinds  ... 

(iii)  a  representation  that  the  goods  are  of  a 
particular  standard,  quality,  grade,  style  or 
model  if  they  are  not ... 
(xi)  a  representation  that  a  specific  price 
benefit  or  advantage  exists  if  it  does  not ... 


Unfair  Trade  Practices  Act  pp3-4,  RSA  H. 
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outline  legislation  regarding  licence 
classifications: 

3  The  board  may  issue  the  following 
classes  of  licences: 

(a)  Class  A  for  the  sale  and  consumption 
of  liquor  in  premises  that  are  open  to  the 
public; 

(b)  Class  B  for  the  sale  and  consumption 
of  liquor  in  premises  that  are  open  to 
individuals  who  have  paid  an  entrance  or 
user  fee,  who  have  purchased  a  ticket  that 
authorizes  using  the  facility  or  who  are 
othenvise  entitled  to  use  the  facility; 

(c)  Class  C  for  the  sale  and  consumption 
of  liquor  on  premises  that  are  not  open  to 
the  public  and  the  use  of  which  is  restricted 
to  members  or  other  individuals  authorized 
to  use  the  premises; 

(d)  Class  D  for  the  sale  of  liquor  for 
consumption  off  the  licensed  premises; 

(e)  Class  E  for  the  manufacture  of  liquor  in 
Alberta. 

Liquor  Control  Act:  Liquor 
Administration  Regulation  p5,  AR 
215/91  S3 
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outline  legislation  regarding  Class  A  licence 
conditions: 

9(1)  A  Class  A  licensee  may  sell  liquor  for 
consumption  on  the  licensed  premises  as  either  the 
primary  or  secondary  source  of  business  if  the 
other  source  of  business  is  a  food  service 
satisfactory  to  the  Board. 

(2)  The  Board  shall  state  on  the  licence  at  the  time 
the  licence  is  issued  or  renewed  the  licensee's 
primary  source  of  business. 

(3)  A  licensee  may  only  change  the  primary  source 
of  business  of  the  licensed  premises  if  the  licensee 

(a)  gives  the  Board  written  notice  of  the  proposed 
change, 

(b)  meets  the  conditions  imposed  by  the  Board 
with  respect  to  the  change,  and 

(c)  receives  a  new  licence  with  the  change 
indicated  on  it. 

(4)  A  Class  A  licensee  shall  comply  with  the 
requirements  of  the  Board  respecting  the  type  of 
kitchen  facilities  and  food  preparation  equipment  for 
the  provision  of  a  food  service  that  is  satisfactory  to 
the  Board. 


10(1)  On  receipt  of  a  request,  the  Board  may 
authorize  a  licensee  to  have  a  variable  primary  and 
secondary  source  of  business,  as  described  in 
section  9,  which  may  vary  with  the  day  of  the  year 
and  the  hour  of  the  day. 

(2)  ...  the  Board  may  only  authorize  food  sen/ice 
as  the  primary  source  of  business  on  Sundays, 
Christmas  Day  and  Good  Friday. 

(3)  ...  the  licensee  must  have  a  menu  for  the 
service  of  food  that  is  approved  by  the  Board  as 
part  of  the  provision  of  a  food  service  satisfactory 
to  the  Board  and  the  kitchen  facilities,  food 
preparation  equipment  and  food  service  must  be 
operational  throughout  the  period  of  liquor  service 
on  the  licensed  premises. 

Liquor  Control  Act:  Liquor  Administration 
Regulation  p8,  AR  215/91  ss9-10 
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outline  legislation  regarding  Class  B 
licence  conditions: 

13(1)  A  Class  B  licensee  in  respect  of  a 
recreational  facility,  race  track,  convention 
centre  or  theatre  may  sell  liquor  to  people 
who  are  entitled  to  attend  an  event  at  or 
use  the  recreational  facility,  race  track, 
convention  centre  or  theatre. 

(2)  The  Board  may  prescribe  areas  of  the 
recreational  facility,  race  track,  convention 
centre  and  theatre  where  liquor  may  be  sold 
and  consumed. 

(3)  A  Class  B  licensee  in  respect  of  a 
convention  centre  may  only  sell  liquor  in 
conjunction  with  banquets,  receptions,  concerts, 
sporting  events,  theatrical  productions  and  other 
events,  approved  by  the  Board. 

14  A  Class  B  licensee  in  respect  of  a  sports 
stadium  may  only  sell  liquor 

(a)  at  sporting  and  other  events  approved 
by  the  Board  at  which  a  majority  of  the 
people  attending  will,  in  the  opinion  of  the 
Board,  be  adults,  and 

(b)  during  the  hours  and  in  the  areas 
where  the  sale  and  consumption  of  liquor 
may  occur,  as  specified  in  a  by-law  of  the 
municipality  in  which  the  stadium  is  located 
or,  if  there  is  no  by-law,  during  the  hours 
permitted  under  this  Regulation,  in  areas 
prescribed  in  the  licence. 

15  A  Class  B  licensee  in  respect  of  a  public 
conveyance  may  sell  liquor  to  passengers  on 
the  public  conveyance. 

Liquor  Control  Act:  Liquor 
Administration  Regulation  p9,  AR 
215/91  SS13-15 
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outline  legislation  regarding  Class  C 
licence  conditions: 

17  An  application  for  a  Class  C  licence  in  respect 
of  an  institution  shall  be  made  by  or  with  the 
consent  of  the  authority  that  directs  the  operation  of 
the  institution ... 

18(2)  An  operator  of  a  licensed  canteen  shall  not 
sell  liquor  to  any  person  unless  privileges  have 
been  extended  to  that  person  by  the  person  in 
charge  of  the  canteen. 

19(1)  The  Board  may  issue  a  Class  C  licence  in 
respect  of  a  travellers'  tounge  to  a  corporation  that 
operates  a  public  conveyance. 
(2)  A  Class  0  licensee  may  sell  or  provide  liquor  in 
the  travellers'  lounge  to  any  person  entitled  to 
receive  sen^ice. 

Liquor  Control  Act:  Liquor  Administration 
Regulation  plO,  AR  215/91  ss17-19 


outline  legislation  regarding  Class  D 
licence  conditions: 

20  The  Board  may  issue  a  Class  D  licence  to 

(a)  a  Class  A  licensee, 

(b)  a  Class  E  licensee,  or 

(c)  the  operator  of  a  retail  wine  store  or  beer  store 
approved  by  the  Board. 

21  A  Class  D  licence  shall  not  be  issued  to  a 
Class  A  licensee  unless 

(a)  the  Class  A  licensed  premises  is  in  a  hotel  and 
the  applicant  will  occupy  and  control  the  hotel  while 
the  Class  D  Jicence  is  in  effect,  or 

(b)  the  Board  approves  the  licensed  premises. 

22  A  Class  A  licensee  who  is  also  a  Class  D 
licensee  may ... 

(b)  sell  that  liquor  from  the  licensed  premises,  for 
consumption  off  the  premises  from  which  it  is  sold, 
in  closed  packages  approved  by  the  Board. 

Liquor  Control  Act:  Liquor  Administration 
Regulation  pp10-11,  AR  215/91  ss20-22 
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outline  legislation  regarding  Class  E 
licence  conditions: 

28(2)  A  Class  E  licence  in  respect  of  a  brew- 
pub  authorizes  the  licensee  to  sell  beer 
manufactured  in  the  brew-pub  to  patrons  of  its 
Glass  A  licensed  premises,  subject  to  any 
requirements  specified  by  the  Board  ... 
(3)  A  Class  E  licensee  in  respect  of  a  brew-pub 
shall  not  sell  or  provide  beer  for  consumption 
off  premises,  unless  It  also  holds  a  Class  D 
licence  in  respect  of  the  brew-pub. 

Liquor  Control  Act:  Liquor 
Administration  Regulation  p13,  AR 
215/91  s28(2-3) 


outline  legislation  regarding  liquor  on 
premises: 

29(1)  A  licensee  may  only  allow  the  following 
liquor  to  be  present  on  or  consumed  on  the 
licensed  premises: 

(a)  liquor  that  has  been  purchased  under 
the  licence  ... 

(b)  liquor  purchased  under  a  permit  issued 
with  respect  to  the  licensed  premises  in 
accordance  with  the  terms  and  conditions 
of  the  permit. 

(2)  The  holder  of  a  Class  D  or  E  licence  may. 
on  the  licensed  premises  or.  if  approved  by  the 
Board,  at  a  location  other  than  the  licensed 
premises,  sell  liquor  it  is  authorized  to  sell. 


Liquor  Control  Act:  Liquor 
Administration  Regulation  pi  3, 
215/91  s29 
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outline  legislation  regarding  removal  of 
liquor  from  licensed  premises: 

30  No  person  shall  remove  and  no  licensee  shall 
allow  a  person  to  remove  liquor  from  licensed 
premises,  except  liquor  sold  under  a  Class  D 
licence,  unless  authorized  by  this  Regulation  or  by 
another  enactment. 

Liquor  Control  Act:  Liquor  Administration 
Regulation  pi  3,  AR  215/91  s30 


outline  legislation  regarding  hours  of  liquor 
sale  and  consumption: 

31  (1 )  Subject  to  subsection  (2)  and  any  conditions 
affecting  a  licence,  a  licensee  shall  only  sell  or 
allow  the  consumption  of  liquor  on  licensed 
premises  on  a  day  and  during  the  hours  when  the 
sale  and  consumption  of  liquor  is  permitted  under 
the  licence  or  in  accordance  with  Schedule  2. 

(2)  The  Board  may,  notwithstanding  Schedule  2, 

(a)  reduce  the  hours  of  sale  and  consumption  in 
licensed  premises,  and 

(b)  approve  the  use  of  licensed  premises  on  a  day 
or  during  a  time  when  the  licensed  premises  are 
required  to  be  closed. 

(3)  Nothing  in  this  Regulation  prohibits  the  sending 
and  consumption  of  liquor  under  a  permit  in  respect 
of  licensed  premises  on  Sunday  or  a  holiday. 

Liquor  Control  Act:  Liquor  Administration 
Regulation  pp13-14,  AR  215/91  s31 
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Item 

Licence 

Weekdays 

Sundays 

1 

Class  A 

10  a.m.  -  2  a.m. 

1 1  a.m.  -  2  a.m. 

2 

Class  B 

(a)  Recreational  facility 

10  a.m.  -  2  a.m. 

11  a.m.  -  2  a.m. 

(b)  Convention  centre 

set  by  the  Board 

set  by  the  Board 

(c)  Public  conveyance 

set  by  the  Board 

set  by  the  Board 

(ri\  Rarp  track 

Two  hours  before  post  time  until  end  of  the  last  race 

l9\  Siaorts  stadium 

Two  hours  before  start  of  event  until  end  of  the  event 

l\\  Theatre 

Two  hours  before  opening  curtain  until  final  curtain 

3 

Class  C 

(a)  Canteen 

set  by  the  Board 

set  by  the  Board 

(b)  All  others 

10  a.m.  -  2  a.m. 

set  by  the  Board 

4 

Class  D 

(a)  Class  A  off-sale 

(i)  Liquor 

(ii)  Beer 

10  a.m.  - 11  p.m. 
10  a.m.  -  2:50  a.m. 

(b)  Class  E  off-sale 

10  a.m.  - 11  p.m. 

(c)  Beer  retail  store 

10  a.m.  - 1  a.m. 

(d)  Wine  retail  store 

9  a.m.  - 1 1  p.m. 
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Conditions: 


1 .  On  Class  A.  B  and  C  licensed  premises, 
cx)nsumption  of  liquor  is  permitted  for  a 
maximum  of  one  hour  after  the  time  when 
liquor  sales  are  required  to  cease. 

2.  At  the  end  of  the  consumption  period,  all 
unauthorized  people  must  leave  Class  A 
licensed  premises  where  liquor  service  is  the 
primary  source  of  business. 

3.  Class  A  licensed  premises  where  liquor  is  the 
primary  source  of  business  shall  be  closed 
when  the  sale  and  consumption  of  liquor  is  not 
permitted. 

4.  Class  D  licensed  premises  shall  be  closed 
when  the  sale  of  liquor  is  not  permitted  unless 
the  premises  is  also  a  Class  A  licensed 
premises. 

5.  The  maximum  hours  of  sale  under  a  caterer 
and  patio  extension  and  licence  extension  ... 
are  the  same  as  those  for  the  licence  being 
extended  unless  otherwise  prescribed  by  the 
Board. 


6.   Liquor  sales  at  a  stadium  and  racetrack  shall 
not  occur  unless  the  food  concessions  are 
open. 


7.  If  a  licensed  premises  is  required  to  be  closed 
under  this  Schedule,  the  premises  shall  remain 
closed  until  the  beginning  of  the  next  period 
when  liquor  may  be  sold  on  those  premises. 

8.  If  a  licensee  has  an  authorization  ...  the 
maximum  hours  of  liquor  sale  and  consumption 
on  Christmas  Day  and  Good  Friday  shall  be  the 
same  as  on  Sundays. 
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96(1)  Except  in  those  licensed  premises 
prescribed  in  the  regulations,  every  person 
other  than  the  licensee  and  his  employees  or 
agents  shall  leave  licensed  premises  when  the 
sale  and  consumption  of  liquor  in  those 
premises  is  required  to  cease  under  the 
regulations  or  by-laws  pursuant  to  the 
regulations. 

(2)  No  licensee  shall,  except  as  provided  in  the 
regulations,  permit  any  unauthorized  person  to 
be  in  the  licensed  premises  when  the  sale  and 
consumption  of  liquor  in  those  premises  is 
prohibited  under  the  regulations  or  by-laws 
pursuant  to  the  regulations. 

(3)  A  person  who  is  in  licensed  premises  or 
premises  described  in  a  permit  and  who  has 
purchased  liquor  in  those  premises  before  its 
sale  in  them  is  required  to  cease  under  the 
regulatbns  or  by-laws  pursuant  to  the 
regulations  may  consume  the  liquor  within  the 
time,  prescribed  in  the  regulations  or  by-laws 
pursuant  to  the  regulations,  during  which  the 
consumption  of  liquor  in  those  premises  is 
permitted  under  the  regulations  or  by-laws 
pursuant  to  the  regulations. 

Liquor  Control  Act  p45,  RSA  1 980  c.L- 
17  s96 
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outline  legislation  regarding  maximum 
occupant  load: 

34(1 )  A  licensee  shall  ensure  that  the  number  of 
people  on  a  licensed  premises  does  not  exceed  the 
maximum  occupant  bad  as  determined,  in 
accordance  with  this  Regulation. 

(2)  The  maximum  occupant  load  in  a  Class  A 
licensed  premises  is  the  lesser  of  400  and  the 
number  stated  on  a  certificate  of  occupant  load. 

(3)  Notwithstanding  subsection  (2),  on  application 
by  a  licensee,  the  Board  may  authorize  a  maximum 
occupant  load  greater  than  400  but  not  greater  than 
the  number  stated  on  the  certificate  of  occupant 
load. 

(4)  The  maximum  occupant  load  of  a  Class  B  and 
C  licensed  premises  is  the  number  stated  on  a 
certificate  of  occupant  load. 

(5)  For  any  licensed  premises,  the  Board  may 
determine  the  proportion  of  the  maximum  occupant 
toad  that  shall  be  provided  with  seats. 

(6)  The  maximum  occupant  toad  of  a  patio 
extension  is  the  number  determined  by  the  Board... 

Liquor  Control  Act:  Liquor  Administration 
Regulation  pp14-15,  AR  215/91  s34 


outline  legislation  regarding  food  service: 

35  Class  A,  B  and  C  licensees  shall  provide  a  food 
service  that  is  satisfactory  to  the  Board  during  the 
hours  that  liquor  is  sold  on  those  premises. 

Liquor  Control  Act:  Liquor  Administration 
Regulation  pi  5,  AR  215/91  s35 
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outline  legislation  regarding  games, 
entertainment  and  dancing: 

36(1)  Entertainment  may  be  provided  on 
licensed  premises  subject  to  any  conditions 
prescribed  by  the  Board 

(a)  respecting  the  provision  of  that 
entertainment, 

(b)  regulating  or  restricting  the  nature  and 
conduct  of  the  entertainment,  and 

(c)  prohibiting  specified  types  of 
entertainment. 

(2)  A  licensee  may  allow  entertainment  on  the 
licensed  premises  and  allow  games  or  dancing 
by  patrons  of  the  licensed  premises,  subject  to 
any  conditions  prescribed  by  the  Board 
respecting  games  or  dancing  or  the  facilities 
provided  for  the  games  or  dancing  ... 

Liquor  Control  Act:  Liquor 
Administration  Regulation  p15,  AR 
215/91  s36 


outline  legislation  regarding  liquor 
servings: 

37  If  a  drink  containing  liquor  is  served  on  a 
licensed  premises,  the  anfK)unt  of  liquor 
contained  in  the  drink  shall  be  specified  in  the 
menu  or  prk^e  list. 

Liquor  Control  Act:  Liquor 
Administration  Regulation  pi  5,  AR 
215/91  s37 
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outline  legislation  regarding  approved 
packages: 

38  The  Board  may  prescribe  policies  respecting 
the  use  by  licensees  of  packaged  liquor  and 
dispensing  systems  to  ensure  licensees  provide 
patrons  with  the  brand  and  amount  of  liquor 
purchased  by  the  patron. 

Liquor  Control  Act:  Liquor  Administration 
Regulation  pi  6,  AR  215/91  s38 


outline  legislation  regarding  refusal  to  sell 
liquor: 

76(1)  An  employee  or  agent  of  the  Corporation, 
an  operator  of  an  agency  store  or  duty-free 
store,  a  licensee  or  permittee  or  an  employee  of 
a  licensee  or  permittee  or  of  an  operator  of  an 
agency  store  or  duty-free  store  may  for  any 
reasonable  cause  refuse  to  sell  liquor  to  any 
person. 

(2)  If  a  licensee  or  permittee  or  an  employee  of 
a  licensee  or  permittee  has  refused  to  sell  liquor 
to  any  person,  he  shall  at  the  request  of  the 
Board  give  to  the  Board  his  reasons  for  so 
doing  with  full  particulars  of  the  circumstances 
relating  to  the  refusal. 


Liquor  Control  Act  pp36-37,  RSA  1 980  cL-  |_| 
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outline  legislation  regarding  conduct  on 
licensed  premises: 

95(1 )  No  licensee  or  permittee  or  employee  or 
agent  of  a  licensee  or  permittee  shall  sell  or 
provide,  or  permit  to  be  sold  or  provided  on 
licensed  premises  or  premises  described  in  a 
permit,  any  liquor 

(a)  except  during  the  hours  and 
on  the  days  when  it  may  be 
lawfully  sold  or  provided  under 
the  regulations  or  by-laws 
pursuant  to  the  regulations, 

(b)  of  a  kind  that  is  not  lawful  for 
him  to  sell  or  provide  under  the 
licence  or  permit,  or 

(c)  of  a  quality  not  satisfactory  to  the 
Corporation. 

(2)  No  licensee  or  permittee  and  no 
employee  or  agent  of  a  licensee  or 
pemnittee  shall 

(a)  permit  any  drunkenness  or 
any  violent,  quarrelsome,  riotous 
or  disorderly  conduct  to  take 
place  on  the  licensed  premises  or 
the  premises  described  in  the 
pemnit, 

(b)  sell  or  provide  liquor  to  a 
person  apparently  under  the 
influence  of  alcohol  or  a  drug,  or 

(c)  permit  a  person  apparently 
under  the  influence  of  alcohol  or  a 
drug  to  consume  liquor  on  the 
licensed  premises  or  the  premises 
described  in  the  permit. 
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(3)  No  licensee  or  permittee  shall  permit  or 
allow  any  entertainment,  game,  sport  or  other 
activity  on  any  premises  with  respect  to  which  a 
licence  or  permit  has  been  issued  that 

(a)  is  unlawful. 

(b)  may  be  detrimental  to  the  orderly  operation 
of  the  premises,  or 

(c)  is  prescribed  in  the  regulations. 

(4)  The  Board  may  by  order  restrict  or  prohibit  any 

(a)  gambling  or  gambling  device. 

(b)  contest  or  lottery,  or 

(c)  sale  or  purchase  of  lottery  tickets, 

on  any  premises  with  respect  to  which  a  licence  or 
permit  has  been  issued. 

(5)  No  licensee  or  employee  or  agent  of  a  licensee 
shall  allow  a  disorderly  or  intoxicated  person  to  be 
in  or  about  the  premises. 

Liquor  Control  Act  pp44-45,  RSA  1 980  c.L- 
17s95 


97(1)  No  person  shall  cause  a  disturbance  in 
licensed  premises  or  in  the  premises  described  in  a 
permit 

(a)  by  fighting,  shouting,  swearing  or 
using  insulting  or  obscene  language,  or 

(b)  by  impeding  or  molesting  other 
persons. 

(2)  No  person  shall  be  in  an  intoxicated  condition 
in  a  public  place. 


Liquor  Control  Act  pp45-46,  RSA  1 980  c.L- 
17s97 

FEDERAL/ 
PROVINCIAL 
LEGISLATION 


117 


BARTENDER 


SKILL  1: 
OUTLINE 

FEDERAL/PROVINCIAL 
LEGISLATION 

1.18   outline  legislation 
regarding  refusal  to 
leave  licensed  premises 


H. 

FEDERAL/ 

PROVINCIAL 

LEGISLATION 


K 


outline  legislation  regarding  refusal  to 
leave  licensed  premises: 

98(1)  No  person  shall 

(a)  remain  in  a  licensed  premises 
after  having  been  requested  to 
leave  the  premises  by  the 
licensee  or  the  person  in  charge 
of  the  licensed  premises,  or 

(b)  enter  a  licensed  premises 
after  having  been  forbidden  to 
enter  the  premises  by  the 
licensee  or  the  person  in  charge 
of  the  licensed  premises. 

(2)  If  the  licensee  or  the  person  in  charge 
of  the  licensed  premises 

(a)  has  requested  any  person  to 
leave,  or 

(b)  has  forbidden  any  person  to 
enter 

the  licensed  premises,  he  shall,  on  the  request 
of  the  Board,  give  his  reason  for  so  doing  to  the 
Board  with  full  particulars  of  the  circumstances. 

(3)  A  person  who  is  in 

(a)  a  licensed  premises,  and 
does  not  immediately  leave  the 
licensed  premises  when 
requested  to  do  so  by  the 
licensee  or  his  employee  ... 
is  trespassing  on  the  licensed  premises  ... 

Liquor  Control  Act  p46,  RSA  1 980  c.L- 
17s98 
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outline  legislation  regarding  sales 
Inducement: 

92(1 )  Except  as  provided  in  the  regulations,  no 
licensee  or  permittee  and  no  employee  or  agent 
of  a  licensee  or  pennittee  shall  promote,  induce, 
or  further  or  attempt  to  promote,  induce  or 
further  the  sale  of  any  particular  kind,  class  or 
brand  of  liquor. 

(2)  No  licensee  or  employee  or  agent  of  a 
licensee  shall  induce,  require,  urge  or  threaten,  by 
force  or  otherwise,  any  person  to  purchase  liquor 
in  the  licensed  premises  or  demand  that  any 
person  should  purchase  liquor  in  the  licensed 
premises. 

Liquor  Control  Act  p4A,  RSA  1980  c.L-17 
s92 


outline  legislation  regarding  inspection  of 
premises: 

1 14(1)  An  inspector  may  enter  and  inspect,  at  any 
reasonable  time, 

(a)  licensed  premises, 

(b)  premises  with  respect  to  which  a  permit 
has  been  issued,  or 

(c)  premises  with  respect  to  which  the  licence 
has  been  cancelled  or  suspended  and  liquor 
has  not  been  delivered  to  the  Corporation  as 
required ... 

(2)  When  acting  under  the  authority  of  this  section, 
an  inspector  shall  carry  identification  in  the  form 
prescribed  by  the  Corporation  and  present  it  on 
request  to  the  owner  or  occupant  of  the  premises  ... 

(3)  An  inspector  who  makes  an  inspection  ...  may 
take  reasonable  samples  of  liquor  for  testing  and 
analysis. 
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(4)  An  inspector  who  pursuant  to  an  inspection 

(a)  finds  any  liquor  that  he  believes  on 
reasonable  and  probable  grounds  is 
unlawfully  acquired  or  kept  or  is  kept  for 
unlawful  purposes  in  contravention  of  this 
Act  or  the  regulations,  and 

(b)  believes  on  reasonable  and  probable 
grounds  that  obtaining  a  warrant  would 
cause  a  delay  that  couki  result  in  the  loss 
or  destruction  of  evidence, 

may  immediately  seize  and  remove  the  liquor 
and  the  packages  in  whk;h  it  is  kept. 

(5)  When  an  inspector  seizes  liquor  and  the 
packages  in  which  it  is  kept  under  this  section, 
he  shall  give  a  receipt  to  the  person  from  whom 
those  items  were  taken  or  seized  ... 

Liquor  Control  Act  pp50-51 ,  RSA  1985 
c36  s31;  1990  c27  s73 


define  a  minor  in  Alberta: 

individual  under  the  age  of  eighteen 
years 


outline  legislation  regarding 
identification  of  minors: 

73(2)  If  a  person  who  appears  to  be  a  minor 
enters  licensed  premises  whbh  a  minor  is  not 
entitled  to  enter,  be  in  or  remain  in  under 
section  84,  the  licensee  may  demand  that  proof 
of  age  satisfactory  to  him  be  produced  to  him 
by  that  person. 

Liquor  Control  Act  p36,  RSA  1980  c.L- 
17s73(2) 
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outline  legislation  regarding  minors  and 
provision  of  liquor  to  minors: 

33(1)  No  person  shall  employ  a  minor  for  the  sale 
or  serving  of  liquor  on  licensed  premises. 
(2)  Minors  are  permitted  to  enter  all  licensed 
premises  except  a  Class  A  licensed  premises 
where  the  sale  of  liquor  is  the  primary  source  of 
business  ... 

Liquor  Control  Act:  Liquor  Administration 
Regulation  p14,  AR  215/91  s33 

84(2)  No  licensee  shall  permit  a  minor  to  enter,  be 
in  or  remain  in  any  licensed  premises,  except 
licensed  premises  that  a  minor  may  enter,  be  in  or 
remain  in  under  this  Act  or  the  regulations. 

Liquor  Control  Act  pA3,  RSA  1980  c.L-17 
s84{2) 

85  No  person  shall 

(a)  ...  sell,  provide,  convey  or  give  custody  of 
liquor  to  a  minor,  or 

(b)  permit  any  person  to  supply  liquor  in 
licensed  premises  or  premises  described  in  a 
permit  to  a  minor  who  is  in  those  premises. 

86(1)  No  minor  shall 

(a)  purchase  or  attempt  to  purchase  liquor  in  a 
liquor  store,  agency  store  or  duty-free  store,  on 
licensed  premises,  premises  described  in  a 
permit,  or  anywhere,  or ... 

(i)  obtain  or  receive  liquor, 

(ii)  attempt  to  obtain  or  receive  liquor,  or 

(iii)  possess  liquor ... 

91  No  licensee  or  permittee  and  no  employee  or 
agent  of  a  licensee  or  permittee,  or  any  other 
person,  shall  for  any  purpose  whatsoever  mix  or 
permit  or  cause  to  be  mixed  with  any  liquor  kept  for 
sale,  sold  or  supplied  by  him  as  a  beverage,  any 
drug  or  any  form  of  methyl  alcohol  or  any  crude, 
unrectified  or  impure  form  of  ethyl  alcohol  or  any 
other  deleterious  substance  or  liquid. 

Liquor  Control  Act  ppA3-44,  RSA  1980  c.L  - 
17SS85-91 
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outline  legislation  regarding  cleaning  of 
equipment  and  utensils: 

56  (1)  Where  manual  equipment  is  used  for 
sanitizing  utensils,  the  equipment  must 
include 

(a)  at  least  3  sinks  of  non-corrodible  metal 
of  sufficient  size  to  permit  complete 
immersion  of  the  utensils  to  be 
sanitized. 

(b)  draining  boards  of  non-corrodible  and 
non-absorbent  material, 

(c)  a  thermometer  capable  of  measuring 
temperatures  between  0*^0  and  100**C, 
and 

(d)  testing  equipment  to  determine  the 
strength  of  any  chemical  used  as  the 
sanitizing  agent. 

(2)  Ail  utensils  must  be 

(a)  cleaned  in  the  first  sink  in  a  detergent 
solution  that  is  capable  of  removing 
grease  and  food  particles  and  that  is 
maintained  at  a  temperature  of  not 
less  that  45X, 

(b)  rinsed  in  the  2nd  sink  In  clean  potable 
water  maintained  at  a  temperature  of 
not  less  than  45°C,  and 

(c)  immersed  in  the  3rd  sink 

(i)  for  at  least  2  minutes  in  water  at  a 
temperature  of  at  least  77X, 

(ii)  for  at  least  2  minutes  in  a 
chbrine  solution  of  not  less 
than  100  milligrams  per  litre 
available  chlorine  at  a 
temperature  of  not  less  than 
45°C. 

(iii)  for  at  least  2  minutes  in  a 
solution  containing  a 
quarternary  ammonium 
compound  having  a  strength  of 
at  least  200  milligrams  per  litre 
at  a  temperature  of  not  less 
than  45^C, 

(iv)  for  at  least  2  minutes  in  a 
solution  containing  at  least  25 
milligrams  per  litre  available 
k)dine  at  a  temperature  of  not 
less  than  45*C,  or 
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(v)  in  accordance  with  any  other  method  that 
has  been  scientifically  proven  to  produce  a 
degree  of  sanitization  that  is  at  least  the 
equivalent  of  that  achieved  by  use  of  any  of 
the  methods  in  subclasses  (i)  to  (iv). 

(3)  Where  water  is  used  for  the  purposes  of 
subsection  (2)(c)(i),  the  water  must  be 
completely  changed  often  enough  to  prevent 
the  utensils  from  becoming  soiled. 

(4)  Where  a  solution  is  used  for  the  purposes  of 
subsection  (2)(c)(ii)  to  (iv),  the  water  must  be 
completely  changed  often  enough  to  prevent 
the  utensils  from  becoming  soiled  and  to 
maintain  the  bactericidal  effect  of  the  solution. 

57  Except  in  the  case  of  a  secondary  meat 
processing  plant  where  mechanical  equipment 
is  used  for  sanitizing  utensils,  the  equipment 
must 

(a)  provide  effective  cleaning  of  each  utensil  by  a 
detergent  solution  at  a  temperature  of  not  less 
than  50**C,  and 

(b)  provide  immersion  of  each  utensil  by  the  use  of 

(i)  clean  water  at  a  temperature  of  not  less 
than  Q2°C  for  30  seconds,  or 

(ii)  a  chemical  solution  that  meets  the 
requirements  pertinent  to  manual 
equipment  as  provided  in  section  56. 

58  Utensils  must  be  arranged  so  that  solutions 
used  will  reach  the  surfaces  of  each  utensil. 

59  An  owner  of  a  food  establishment  shall  ensure 
that,  where  a  chemical  solution  is  used  for 
sanitizing  utensils,  suitable  tests  of  strengths 
are  employed  and  applied  sufficiently  often  to 
ensure  that  the  required  amount  of  chemical  is 
in  the  solution  at  all  times. 
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60  Each  method  of  sanitizing  utensils  must, 
without  limiting  the  requirements  of  this 
Regulation,  result  in 

(a)  the  utensils  being  clean,  and 

(b)  a  standard  plate  count  not  exceeding 
100  bacteria  per  utensil  tested  in 
accordance  with  the  swab  contact 
method  set  out  in  the  most  recent 
edition  of  the  Standard  Methods  for 
the  Examination  of  Dairy  Products, 
published  by  the  American  Public 
Health  Association. 

Public  Health  Act:  Food  Regulation 
PP13-14,  AR  240/85  SS56-60 
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outline  possible  legal  sanctions  against 
licensee  or  employee  which  may  result 
from  violation  of  Liquor  Control  Act 


a)  fine  and/or  jail  sentence 

b)  suspension  of  right  to  serve  liquor 

c)  court  settlements  assigning  portion  of 
legal  liability  to  licensed  establishment 
which  has  indirectly  caused  injury  or 
death  by  serving  alcohol  to  patron  who 
is  intoxicated 


H. 

FEDERAL/ 
PROVINCIAL 
LEGISLATION 


125 


BARTENDER  TTS" 

  STANDARDS 

.  CONSORTIUM 

(WKlwn  CmimM 

T   APPENDIX  ONE 

1 .  Legislation  regarding  right  to  accommodation  and  services: 

3  No  person,  directly  or  indirectly,  alone  or  with  another,  by  himself  or  by  the  interposition  of  another,  shall 

(a)  deny  to  any  person  or  class  of  persons  any  accommodation,  sen/ices  or  facilities  customarily 
available  to  the  public,  or 

(b)  discriminate  against  any  person  or  class  of  persons  with  respect  to  any  accomnrxDdation,  services  or 
facilities  customarily  available  to  the  public, 

because  of  the  race,  religious  beliefs,  colour,  gender,  physical  disability,  mental  disability,  ancestry  or  place 
of  origin  of  the  person  or  class  of  persons  or  of  any  other  person  or  class  of  persons. 

Individual's  Rights  Protection  Act  p2,  RSA  1980  c.l-2  s3 

2.  Legislation  regarding  discrimination  regarding  employment  practices: 

7(1)  No  employer  or  person  acting  on  behalf  of  an  employer  shall 

(a)  refuse  to  employ  or  refuse  to  continue  to  employ  any  person,  or 

(b)  discriminate  against  any  person  with  regard  to  employment  or  any  term  or  condition  of  employment, 
because  of  the  race,  religious  beliefs,  colour,  gender,  physical  disability,  mental  disability,  marital  status, 
age,  ancestry  or  place  of  origin  of  that  person  or  of  any  other  person  ... 

Individual's  Rights  Protection  Act  p3,  RSA  1980  c.l-2  s7 

3.  Legislation  regarding  equal  pay: 
6(1)  No  employer  shall 

(a)  employ  a  female  employee  for  any  work  at  a  rate  of  pay  that  is  less  than  the  rate  of  pay  at  which  a 
male  employee  is  employed  by  that  employer  for  similar ...  work  in  the  same  establishment,  or 

(b)  employ  a  male  employee  for  any  work  at  a  rate  of  pay  that  is  less  than  the  rate  of  pay  at  which  a 
female  employee  is  employed  by  that  employer  for  similar ...  work  in  the  same  establishment. 

Individual's  Rights  Protection  Act  p3,  RSA  1980  c.l-2  s6(1) 
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4.  Definition  of  sexual  harassment: 

...  any  behaviour  which  is  sexual  in  nature  and  unwelcome  and  which,  directly  or  indirectly,  adversely 
affects,  or  threatens  to  affect,  a  person's  job  security,  prospects  of  promotion  or  earnings,  working 
conditions,  or  opportunity  to  secure  a  job.  living  accommodations,  or  any  kind  of  public  service.  Sexual 
harassment  is  usually  an  attempt  by  one  person  to  exercise  perceived  power  over  another ...  There  are 
many  ways  in  which  sexual  harassment  can  be  expressed,  from  the  very  subtle  to  the  most  overt.  These 
include: 

suggestive  remarks  or  compromising  invitations; 
verbal  abuse  or  display  of  suggestive  pictures; 
•         leering  or  whistling; 

outright  demands  for  sexual  favours  or  even  physical  assault ... 

Alberta  Human  Rights  Commission  'Defining  Sexual  Harassment' 

5.  Guidelines  for  developing  an  effective  sexual  harassment  policy: 

For  a  sexual  harassment  policy  to  be  effective,  upper  management  must  demonstrate  that  it  is  committed  to 
it.  A  policy  statement  should  be  made.  It  should  be  distributed  to  all  employees  and  kept  posted.  A  copy 
should  be  given  to  every  new  employee  upon  commencement.  The  statement  should  declare  that 
management  believes  in  fair  and  equal  treatment  regardless  of  gender  and  will  not  tolerate  sexual 
harassment. 

•  The  policy ... 

must  encourage  employees  to  come  fonvard  with  complaints.  Management  must  demonstrate  its 
commitment  to  eliminating  sexual  harassment  within  the  company 

...  must  ensure  acceptance  by  all  staff,  be  developed  through  consultation,  input  or  feedback  at  all 
levels,  and  be  applicable  to  all  staff. 

...  must  provide  a  clear  definition  of  what  is  considered  to  be  sexual  harassment. 

...  should  contain  guideline  for  victims  of  sexual  harassment  which  indicate  clearly  where  to  go  for 

advice  and  how  to  file  a  complaint. 

...  should  stress  confidentiality  and  contain  assurances  against  retaliation. 

The  channel(s)  specified  for  the  reporting  of  sexual  harassment  must  be  one(s)  that  employees  regard 
as  neutral ...  It  is  a  good  idea  to  give  employees  a  choice  of  two  or  three  individuals  who  can  be 
contacted  to  enable  them  to  select  the  person  they  perceive  as  being  most  neutral. 

•  It  should  be  know  what  steps  will  be  taken  to  deal  with  proven  offenders.  Minimum  and  maximum 
consequences  should  be  outlined. 

•  Reaction  to  complaints  should  be  fair  and  prompt  lest  management  be  perceived  to  condone  acts  of 
harassment. 

•  Education  about  the  policy  must  be  ongoing.  Everyone  must  know  about  the  policy  and  managejnent 
must  remind  staff  at  all  levels  on  an  ongoing  basis  of  its  own  commitment  to  it ... 

Alberta  Human  Rights  Commission,  'Sexual  Harassment' 

6.  Legislation  regarding  housekeeping: 

20  An  employer  shall  ensure  that 

(a)  each  work  site  is  kept  clean  and  free  from  tripping  and  slipping  hazards  ... 

Occupational  Health  and  Safety  Act:  General  Safety  Regulation  p9,  AR  448/83  s20 
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7.  Legislation  regarding  clothing: 

35  An  employer  shall  ensure  that  where  there  is  a  possibility  that  a  worker  or  the  worker's  clothing  might 
come  into  contact  with  moving  parts  of  machinery,  the  worker 

(a)  wears  close  fitting  clothing, 

(b)  confines  or  cuts  short  his  head  and  facial  hair,  and 

(c)  avoids  wearing  dangling  neckwear,  jewellery  or  other  similar  items. 

Occupational  Health  and  Safety  Act:  General  Safety  Regulation  p14,  AR  448/83  s35 

8.  Legislation  regarding  foot  protection: 

88(1)  Where  a  danger  of  injury  to  a  worker's  foot  exists  or  may  exist,  his  employer  shall  ensure  that  the 
worker  wears  safety  footwear  that  is  appropriate  to  the  nature  of  the  hazard  associated  with  the  particular 
work  process  ... 

Occupational  Health  and  Safety  Act:  General  Safety  Regulation  p30,  AR  448/83;  348/84 
s88 

9.  Legislation  regarding  notice  of  injury: 

27(1)  If  a  worker 

(a)  suffers  personal  injury  by  an  accident,  or 

(b)  regardless  of  whether  he  is  injured,  is,  as  a  result  of  an  accident,  entitled  to  medical  aid  ...  the 
worker  shall,  as  soon  as  practicable  after  the  accident,  give  notice  of  the  accident  in  accordance  with 
the  regulations 

(c)  to  the  employer,  and 

(d)  to  the  Board,  if  the  injury  disables  or  is  likely  to  disable  the  worker  for  more  than  the  day  of  the 
accident. 

Workers'  Compensation  Act  p21 ,  SA  1 981  c.W-1 6  s27(1 ) 

10.  Legislation  regarding  occupant  load  sign  and  occupant  load: 

46(2)  The  number  of  occupants  permitted  to  enter  a  room  shall  not  exceed  the  maximum  occupant  load  ... 
Fire  Prevention  Act:  Alberta  Fire  Code  p37,  AR  151/84  s46(2) 

46.1(1)  A  fbor  area  or  part  of  a  floor  area  classified  as  an  assembly  occupancy  that  has  an  occupant  load 
exceeding  60  persons  shall  have  the  occupant  load  posted  on  a  sign  in  an  accepted  location  near  the 
principal  entrance  ... 

Fire  Prevention  Act:  Alberta  Fire  Code  p37,  AR  1 35/86  si  4 
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1 1 .  Legislation  regarding  exit  doors: 

49(3)  An  exit  door  shall  not  be  bolted,  ban-ed  or  locked  ... 

Fire  Prevention  Act:  Alberta  Fire  Code  p38,  AR  151/84  s49(3) 

12.  Legislation  regarding  obstructed  exits: 

47(1)  Corridors  used  by  the  public,  access  to  exits  and  exits  shall  be  niaintained  free  of  obstructions  ... 
Fire  Prevention  Act:  Alberta  Fire  Code  p37,  AR  151/84  s47 

13.  Legislation  regarding  emergency  lighting: 

50  ...  emergency  lighting  shall  be  provided  in  buildings  in  conformance  with  the  Alberta  Building  Code 
1985,  and  the  Electrical  Protection  Act  and  regulations  under  that  Act. 

Fire  Prevention  Act:  Alberta  Fire  Code  p38,  AR  151/84  s50 

14.  Legislation  regarding  fire  plans  and  drills: 

54(1)  Except  where  a  written  exemption  has  been  issued  by  the  Fire  Authority,  a  fire  safety  plan  which 
includes  the  following  measures  shall  be  prepared  ... 

(a)  the  emergency  procedures  to  be  used  in  case  of  fire  including  sounding  the  fire  alarm,  notifying  the 
fire  department,  instructing  occupants  on  procedures  to  be  followed  when  the  fire  alarm  sounds, 
evacuating  endangered  occupants  and  confining,  controlling  and  extinguishing  the  fire; 

(b)  the  appointment  and  organization  of  designated  supervisory  staff  to  carry  out  fire  safety  duties; 

(c)  the  instruction  of  supervisory  staff  and  other  occupants  so  that  they  are  aware  of  their 
responsibilities  for  fire  safety; 

(d)  the  holding  of  fire  drills; 

(e)  the  control  of  fire  hazards  in  the  building; 

(f)  the  maintenance  of  building  facilities  provided  for  the  safety  of  occupants. 

(2)  The  fire  safety  plan  shall  be  accepted  and  kept  in  the  building  for  inspection  and  for  reference  by  the 
supervisory  staff ... 

Fire  Prevention  Act:  Alberta  Fire  Code  p39,  AR  151/84  s54 
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15.  Legislation  regarding  open  flames: 

25(3)  In  places  of  public  assembly,  flaming  meals  or  drinks  shall  be  ignited  only  at  the  location  of  serving, 
except  where  othen/vise  accepted. 

(4)  Refuelling  of  appliances  and  containers  used  for  flaming  meals  or  drinks  or  for  warming  food  shall  be 
carried  out  only  In  an  accepted  area. 

(5)  A  labelled  and  listed  portable  extinguisher  with  a  minimum  rating  of  5-BC  ...  shall  be  located  on  the 
serving  cart  or  table  where  flaming  meals  and  drinks  are  being  served. 

(6)  Devices  having  open  flames  shall  be  securely  supported  in  non-combustible  holders  and  shall  be 
boated  or  protected  in  an  accepted  manner  so  as  to  inhibit  accidental  contact  of  the  flame  with  combustible 
materials. 

Fire  Prevention  Act:  Alberta  Fire  Code  p33,  AR  151/84  s25(3-6) 

16.  Legislation  regarding  Inspectors: 

11(1)  The  fire  commissioner,  a  deputy  fire  commissioner,  an  inspector  and  a  local  assistant  in  the 
municipality  or  part  of  the  municipality  over  which  he  has  jurisdiction  may  inspect  any  building,  structure  or 
place. 

(2)  A  person  making  an  inspection  under  this  section 

(a)  has  the  right  to  enter  at  reasonable  times  the  building,  stnjcture  or  place  that  is  the  subject  of  the 
inspection; 

(b)  may  take  with  him  any  person  or  thing  that  he  considers  would  be  of  assistance  in  making  the 
inspection; 

(c)  may  temporarily  close  the  building,  structure  or  place  for  the  purposes  of  making  the  inspection  ... 
Fire  Prevention  Act:  Alberta  Fire  Code  p5,  AR  1 982  c.F-1 0.1  si  1 

17.  Legislation  governing  food  handlers: 

41(1)  A  food  handler  while  engaged  in  food  handling  shall 

(a)  be  clean  in  ...  person, 

(b)  be  free  from  infected  sores  or  wounds, 

(c)  wear  only  clean  clothing, 

(d)  refrain  from  smoking  or  chewing  tobacco,  and 

(e)  keep  ...  hair  effectively  under  control ... 

Public  Health  Act:  Food  Regulation  pi  0,  AR  240/85  s41 

18.  Legislation  regarding  temperature  control  for  food: 

28(1)  ...  an  owner  of  a  food  establishment  shall  ensure  that  perishable  food  is  kept  at  all  times  at  a 
temperature  that  is  below  4**C  or  above  60''C. 

(2)  Subsection  (1)  does  not  apply  to  perishable  food  while  it  is  being  prepared,  processed  or  served  ... 
Public  Health  Act:  Food  Regulation  p8,  AR  240/85  s28 
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30(1)  An  owner  shall  ensure  that  all  frozen  food  in  his  food  establishment  is  kept  at  a  temperature  not 
warmer  than  -IS^'C  ... 


Public  Health  Act:  Food  Regulation  p8,  AR  240/85  s30 
19.     Legislation  regarding  statement  of  employment: 

21(1)  Every  employer  shall,  at  the  end  of  each  pay  period,  provide  each  of  his  employees  with  a  statement 
in  writing,  for  retention  by  the  employee,  setting  out  for  the  period  and  in  respect  of  the  employee  the 
following  information: 

(a)  regular  hours  of  work; 

(b)  overtime  hours  of  work; 

(c)  wage  rate; 

(d)  overtime  rate; 

(e)  wages  paid; 

(f)  overtime  pay  paid; 

(g)  time  off  in  place  of  overtime  pay  provided  and  taken; 

(h)  vacation  pay  paid; 

(i)  general  holiday  pay  paid; 

(j)  money  paid  in  place  of  notice  of  termination  of  employment; 

(k)  amount  of  each  deduction  from  the  wages,  overtime  pay  or  entitlements  of  the  employee  and  the 

purpose  for  which  each  deduction  is  made; 

(I)  period  of  employment  covered  by  the  statement. 

(2)  An  employer  shall,  on  request,  give  to  an  employee  a  detailed  statement  as  to  the  computation  of  the 
amount  of  wages,  overtime  pay  and  entitlements  to  which  the  employee  is  entitled  and  the  method  of 
computing  any  bonus  or  living  allowance  paid,  whether  or  not  it  forms  part  of  wages. 

(3)  On  the  termination  of  employment  of  an  employee,  an  employer  shall,  on  request,  give  to  the  employee 
a  written  statement  showing  the  period  or  periods  during  which  the  employee  was  employed  by  him. 

Employment  Standards  Code  pp13-14,  SA  1988  c.E-10.2  s21 
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20.  Legislation  concerning  payment  of  wages: 

23  Wages  and  overtime  pay  shall  be  computed  by  an  employer  over  a  period  of  employment  that  does  not 
exceed  1  month  or  any  longer  period  that  the  Director  may  approve. 

Employment  Standards  Code  p14,  SA  1988  c.E-10.2  s23 

24(1)  Subject  to  subsections  (2)  and  (3),  within  10  days  after  the  end  of  each  pay  period  an  employer  shall 
pay  to  each  employee  the  wages,  overtime  pay  and  entitlements  earned  by  the  employee  in  the  pay  period. 

(2)  If  the  employment  of  an  employee  is  terminated  by  the  employer  or  by  the  employee  after  giving  notice 
under  section  59.  the  employer  shall  pay  the  employee  the  wages,  overtime  pay  and  entitlements  to  which 
the  employee  is  entitled  forthwith  after  the  termination  of  employment. 

(3)  If  the  employment  of  an  employee  is  terminated  by  the  employee  without  notice  under  section  59,  the 
employer  shall  pay  the  employee  the  wages,  overtime  pay  and  entitlements  to  which  the  employee  is 
entitled  on  the  employee's  next  scheduled  pay  day  following  the  expiration  of  10  days  from  the  day  on 
which  the  employment  is  terminated. 

Employment  Standards  Code  pi 4,  SA  1988  c.E-10.2  s24 

21.  Legislation  regarding  deductions: 

25(1)  Subject  to  subsection  (2).  an  employer  shall  not  set  off  against,  deduct,  claim  or  make  a  claim 
against  or  accept  from  the  wages,  overtime  pay  or  entitlements  of  an  employee  any  sum  of  money. 

(2)  An  employer  may  deduct  from  the  wages,  overtime  pay  or  entitlements  of  an  employee  a  sum  of  money 
that  is 

(a)  permitted  or  required  to  be  deducted  by  an  Act  or  regulation  or  a  judgment  or  order  of  a  court,  or 

(b)  subject  to  subsection  (3).  personally  authorized  in  writing  by  the  employee  to  be  deducted  or 
authorized  to  be  deducted  by  a  collective  agreement  that  is  binding  on  the  employee. 

(3)  Notwithstanding  any  written  authorization  by  an  employee  or  authorization  in  a  collective  agreement,  an 
employer  shall  not  deduct  from  the  wages,  overtime  pay  or  entitlements  of  an  employee  a  sum  for 

(a)  faulty  workmanship,  or 

(b)  cash  shortages  or  loss  of  property  if  an  individual  other  than  the  employee  has  access  to  the  cash 
or  property. 

Employment  Standards  Code  pi 5,  SA  1988  c.E-10.2  s25 

5(1)  If  board  and  bdging  or  either  of  them  are  fumished  by  an  employer  to  an  employee,  the  amount  by 
which  the  wages  of  the  employee  may  be  reduced  below  the  minimum  wage  to  which  the  employee  is 
entitled  by  way  of  a  deduction  from  wages  or  a  payment  out  of  wages  or  both,  shall  not  exceed 

(a)  $1 .50  for  a  single  meal,  and 

(b)  $2.00  a  day  for  lodging. 

(2)  Notwithstanding  subsection  (1)(a).  an  employer  shall  not  make  deductions  from  the  minimum  wage  for  a 
meal  not  consumed  by  the  employee. 

Employment  Standard  Act:  Minimum  Wage  Regulation  p4,  AR  145/81  s5 

6  No  employer  shall  reduce  the  wage  of  an  employee  below  the  minimum  wage  to  which  the  employee  is 
entitled  by  making  a  deduction  from  or  receiving  payment  out  of  wages  for  the  fumishing.  use.  repair  or 
laundering  of  any  uniforms  or  special  articles  of  wearing  apparel  that  the  employer  requires  the  employee  to 
wear  during  the  employee's  hours  of  v/oik. 

Employment  Standard  Act:  Minimum  Wage  Regulation  p4,  AR  1 45/81  s6 
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22.  Legislation  regarding  minimum  wage: 

2  Every  employer  shall  pay  each  of  his  employees  a  wage  rate  of  at  least 

(a)  ...  $4.50  an  hour; 

(b)  $4.00  an  hour  to  an  employee  under  18  years  old  who  attends  school  and  who  Is  employed  outside 
his  normal  school  hours  or  on  a  weekend,  a  vacation  period  or  any  other  day  that  the  school  is  officially 
closed; ... 

Employment  Standards  Act:  Minimum  Wage  Regulation  p3,  AR  145/81  s2 

4(1) ...  if  an  employee  is  employed  for  less  than  3  consecutive  hours  of  work,  the  employer  shall  pay  the 
employee  for  3  hours  of  work  at  not  less  than  the  minimum  wage  to  which  the  employee  is  entitled. 
(2)  For  the  purposes  of  subsection  (1) 

(a)  a  meal  period  of  one  hour  or  less  shall  not  be  considered  as  being  part  of  the  three  consecutive 
hours  of  work,  and 

(b)  hours  of  work  immediately  following  the  meal  period  referred  to  in  clause  (a)  shall  be  counted  as  if 
they  were  hours  of  work  following  consecutively  the  hours  of  work  before  the  meal  period. 

Employment  Standards  Act:  Minimum  Wage  Regulation  p3,  AR  145/81  s4 

23.  Legislation  regarding  hours  of  work  and  overtime  pay: 

27(1)  ...  no  employer  shall  require  or  permit  an  employee  to  work  for  more  than  8  hours  in  a  day  or  44 
hours  in  a  week  unless  the  employer  pays  that  employee  at  the  overtime  rate  in  accordance  with  subsection 
(2)  and  (3). 

(2)  If  in  a  week  an  employee  completes  44  hours  of  work  or  less  but  on  one  or  more  of  the  days  in  the 
week  he  completes  more  than  8  hours  of  work,  the  overtime  rate  shall  be  paid  for  those  hours  of  work 
in  excess  of  8  in  each  day. 

(3)  If  in  a  week  an  employee  completes  more  than  44  hours  of  work, 

(a)  the  hours  of  work  in  excess  of  8  in  each  day  of  the  week  shall  be  totalled,  and 

(b)  the  hours  of  work  in  excess  of  44  in  the  week  shall  be  totalled, 

and  the  overtime  rate  shall  be  paid  for  whichever  is  the  greater  number  of  hours  under  clause  (a)  or 
(b),  or  if  they  are  the  same,  that  common  number  of  hours. 

Employment  Standards  Code  pi 5,  SA  1988  c.E-10.2  s27 

30(1 )  Section  27  does  not  apply  to  an  employee  employed  entirely  in 

(a)  a  supervisory  capacity, 

(b)  a  managerial  capacity,  or 

(c)  a  capacity  concerning  matters  of  a  confidential  nature 

and  whose  duties  do  not,  other  than  in  an  incidental  way,  consist  of  work  similar  to  that  performed  by 
other  employees  who  are  not  so  employed. 

Employment  Standards  Code  pi 7,  SA  1988  c.E-10.2  s30(1) 
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23.  cont'd 

28(1 )  An  employee  or  the  majority  of  a  group  of  employees  may 

(a)  as  part  of  a  collective  agreement,  or 

(b)  if  there  is  no  collective  agreement,  in  a  written  agreement  between  the  employee  or  group  of 
employees  and  the  employer 

agree  that,  wholly  or  partly  in  place  of  overtime  pay,  the  employer  will  provide  and  the  employee  or  group  of 
employees  will  take  time  off  with  pay  in  place  of  overtime  pay. 

Employment  Standards  Code  pi 6,  SA  1988  c.E-10.2  s28(1) 

24.  Legislation  regarding  work  schedules  and  hours  of  rest: 

32(1)  An  employer  shall  allow  his  employees  at  least 

(a)  1  day  of  rest  each  week, 

(b)  2  consecutive  days  of  rest  in  each  period  of  2  consecutive  weeks, 

(c)  3  consecutive  days  of  rest  in  each  period  of  3  consecutive  weeks,  or 

(d)  4  consecutive  days  of  rest  in  each  period  of  4  consecutive  weeks. 

(2)  No  employer  shall  cause  an  employee  to  vjoik  for  a  period  of  more  than  24  consecutive  days  unless 
the  period  is  followed  by  at  least  4  consecutive  days  of  rest. 

(3)  An  employer  shall  grant  each  of  his  employees  a  paid  or  unpaid  rest  period  of  at  least  1/2  hour  during 
each  shift  in  excess  of  5  consecutive  hours  of  woric  unless 

(a)  an  accident  occurs,  urgent  wori(  is  necessary  or  other  unforeseeable  or  unpreventable 
circumstances  occur, 

(b)  the  Director  issues  a  permit  authorizing  an  exemption  from  this  section, 

(c)  a  regulation  permits  an  exemption  from  this  section, 

(d)  pursuant  to  a  collective  agreement,  different  rest  provisions  are  agreed  to,  or 

(e)  it  is  not  reasonable  for  the  employee  to  take  a  rest  period. 

Employment  Standards  Code  pi 7,  SA  1988  c.E-10.2  s32 

33(1)  Every  employer  shall  notify  his  employees 

(a)  of  the  time  at  which  work  begins  and  ends,  or 

(b)  of  the  time  at  which  each  shift  begins  and  ends, 

by  posting  notices  in  places  where  they  can  be  seen  by  his  employees  or  by  any  other  method  the  Director 
approves. 

(2)  An  employee  shall  not  be  required  to  change  from  one  shift  to  another  shift  without  at  least 

(a)  24  hours'  notice  in  writing  of  the  change  of  shift,  and 

(b)  8  hours  of  rest  between  shifts. 

Employment  Standards  Code  pi 8,  SA  1988  c.E-10.2  s33 

25.  Legislation  regarding  vacations  and  vacation  pay: 

39(1)  ...  an  employer  shall  give  to  each  of  his  employees, 

(a)  after  each  year  of  employment  with  the  employer,  an  annual  vacation  of  at  least  2  weeks,  and 

(b)  after  5  years  of  employment  with  the  employer,  an  annual  vacation  of  at  least  3  weeks 
with  vacation  pay  calculated  in  accordance  with  subsections  (2)  to  (4). 

(2)  The  vacation  pay  payable  for  each  week  of  vacation  to  an  employee  who  is  paid  by  the  month  is  an 
amount  equal  to  the  wage  of  the  employee  for  his  normal  hours  of  wori^  in  a  month  divided  by  4  1/3. 
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(3)  The  vacation  pay  payable  to  an  employee  who  is  paid  other  than  by  the  month 

(a)  in  the  case  of  an  employee  who  is  entitled  to  2  weeks  of  vacation  is  an  amount  equal  to  4%  of  the 
employee's  wages  for  the  year  of  employment  with  respect  to  which  the  vacation  is  given,  and 

(b)  in  the  case  of  an  employee  who  is  entitled  to  3  weeks  of  vacation  is  an  anrtount  equal  to  6%  of  the 
employee's  wages  for  the  year  of  employment  with  respect  to  which  the  vacation  is  given. 

(4)  Vacatbn  pay  paid  to  an  employee  shall  be  deemed  to  be  wages  for  the  purpose  of  calculating  the 
vacation  pay  payable  to  the  employee  in  the  following  year. 


Employment  Standards  Code  pp19-20,  SA  1988  c.E-10.2  s39 


26.  identify  general  holidays: 

a)  New  Year's  Day 

b)  Family  Day 

c)  Good  Friday 

d)  Victoria  Day 

e)  Canada  Day 

f)  Labour  Day 

g)  Thanksgiving  Day 

h)  Remembrance  Day 

i)  Christmas  Day 


27.     Legislation  regarding  non-entitlement  to  general  holiday  pay: 

47  An  enrployee  is  not  entitled  to  general  holiday  pay  if  the  employee 

(a)  has  worked  for  less  than  30  days  during  the  preceding  12  months, 

(b)  does  not  work  on  a  general  holiday  when  he  is  required  or  scheduled  to  do  so,  or 

(c)  is  absent  from  his  employment  without  the  consent  of  his  employer  on  the  employee's  last  regular 
working  day  preceding,  or  the  enrployee's  first  regular  working  day  following,  a  general  holiday. 

Employment  Standards  Code  p22,  SA  1988  c.E-10.2  s47 


28.     Legislation  regarding  general  holiday  pay  entitlement: 

48  if  a  general  holiday  falls  on  a  day  that  wouki.  but  for  the  general  holiday,  have  been  a  working  day  for 
an  employee  and  the  employee  does  not  work  on  that  day,  the  employer  shall  pay  the  employee,  for  that 
day,  general  holiday  pay  that  is  at  least  equal  to  the  average  daily  wage  of  the  employee. 

Employment  Standards  Code  p22,  SA  1988  c.E-10.2  s48 
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49  If  a  general  holiday  falls  on  a  day  that  would,  but  for  the  general  holiday,  have  been  a  working  day  for 
the  emptoyee  and  the  employee  works  on  the  general  holiday,  the  employer  shall 

(a)  pay  the  employee  general  holiday  pay 

(i)  for  each  hour  of  work  of  the  employee  on  that  day.  a  sum  that  is  at  least  equal  to  1 .5  times 
the  hourly  wage  of  the  employee,  and 

(ii)  a  sum  that  is  at  least  equal  to  the  average  daily  wage  of  the  employee,  or 

(b)  provide  the  employee 

(i)  for  each  hour  of  work  of  the  employee  on  that  day,  with  a  sum  that  is  at  least  equal  to  the 
hourly  wage  of  the  employee, 

(ii)  with  1  day's  holiday,  not  later  than  the  next  annual  vacation  of  the  employee,  on  a  day  that 
would,  but  for  the  holiday,  be  a  working  day  for  the  ernployee,  and 

(iii)  In  respect  of  the  holiday  refen-ed  to  in  subclause  (ii),  with  general  holiday  pay  of  a  sum  that 
is  at  least  equal  to  the  average  daily  wage  of  the  employee. 

Employment  Standards  Code  p22,  SA  1988  c.E-10.2  s49 

50  If  a  general  holiday  falls  on  a  day  that  is  not  normally  a  working  day  for  an  employee,  but  the  employee 
is  required  or  scheduled  to  work  on  the  general  holiday,  the  employer  shall  pay  the  employee,  for  each  hour 
of  work  of  the  employee  on  that  day,  general  holiday  pay  of  a  sum  that  is  at  least  equal  to  1 .5  times  the 
hourly  wage  of  the  employee. 

Employment  Standards  Code  p22,  SA  1988  c.E-10.2  s50 

29.  Legislation  concerning  termination  of  employment: 

57(1)  Subject  to  sections  58  and  59,  no  employer  shall  terminate  the  employment  of  an  employee  unless 
he  gives  the  employee 

(a)  notice  of  termination  in  accordance  with  subsection  (2)(a), 

(b)  a  sum  of  money  in  place  of  notice  of  termination  in  accordance  with  subsection  (2)(b),  or 

(c)  a  combination  of  notice  of  termination  and  money  in  place  of  notice  of  temiination  in  accordance 
with  subsection  (2)(c). 

(2)  if  an  employer  wishes  to  terminate  the  employment  of  an  employee  by  notice  of  termination,  the 
employer  shall  give  the  enployee 

(a)  written  notice  of  termination  of  employment  of  at  least 

(i)  1  week,  if  the  employee  has  been  employed  by  the  employer  for  more  than  3  months  but 
less  than  2  years 

(ii)  2  weeks,  if  the  employee  has  been  employed  by  the  employer  for  2  years  or  more  but  less 
than  4  years, 

(iii)  4  weeks,  if  the  employee  has  been  employed  for  4  years  or  more  but  less  than  6  years  ... 
indicating  on  the  notice  the  date  it  is  issued, 

(b)  a  sum  of  money  that  is  at  least  equal  to  the  wages  the  employee  would  have  eamed  if  the 
employee  had  worked  his  regular  hours  of  work  for  the  period  of  notice  applicable  to  the  employee 
under  clause  (a),  or 

(c)  a  combination  of  a  portion  of  the  notice  of  termination  required  under  clause  (a)  together  with 
money  that  is  at  least  equal  to  the  wages  the  employee  would  eam  if  he  worked  his  regular  hours  of 
work  for  the  period  of  notk:e  applicable  to  the  employee  under  clause  (a)  that  is  not  given. 
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29.  cont'd 

(3)  If  the  wages  of  an  employee  vary  from  one  week  to  another  or  from  one  2-week  period  to  another,  as 
the  case  may  be,  the  average  of  the  employee's  wages  for  the  3-nrK)nth  period  that  the  employee  worked 
immediately  preceding  the  date  of  termination  of  employment  shall  be  used  in  determining  the  sum  to  be 
paid  to  the  employee  pursuant  to  subsection  (2)(b)  or  (c). 

Employment  Standards  Code  p24,  SA  1988  c.E-10.2  s57 

58(1)  No  notice  of  termination  of  employment,  payment  of  money  in  place  of  notice  of  tennination  or 
combination  of  notice  and  money  In  place  of  notice  is  required  to  be  given  or  paid  by  an  employer  under 
this  Act  to  terminate  the  employment  of  an  employee  if 

(a)  the  employee  has  been  employed  by  his  employer  for  3  months  or  less  ... 

(d)  the  employee  is  temporarily  laid  off; 

(e)  the  empbyee's  employment  is  terminated  for  just  cause; 

(f)  the  employee  is  laid  off  after  refusing  an  offer  by  the  employer  of  reasonable  alternative 
work; 

(g)  the  employee  refuses  work  made  available  through  a  seniority  system  ... 

(I)  the  employee  is  employed  on  a  seasonal  basis  and  on  the  completion  of  the  season  the 
employee  is  terminated  ... 

Employment  Standards  Code  p25,  SA  1988  c.E-10.2  s58 

59(1 )  If  an  employee  wishes  to  terminate  his  employment,  the  employee  shall  give  his  employer  written 
notice  of  his  intent  to  terminate  his  employment  of  at  least 

(a)  1  week,  if  the  employee  has  been  employed  by  the  employer  for  more  than  3  months  but  less  than 
2  years,  or 

(b)  2  weeks,  if  the  employee  has  been  employed  by  the  employer  for  2  years  or  more. 
Employment  Standards  Code  p26,  SA  1988  c.E-10.2  s59{1) 

30.  Outline  grievance  procedure  to  correct  possible  non-compliance  of  Employment 
Standards  Code: 

a)  approach  employer  regarding  grievance 

b)  If  employer-employee  discussion  does  not  resolve  problem,  contact  Employment 
Standards  Branch  of  Alberta  Labour  to  give  full  details  of  grievance;  if  grievance  is 
deemed  legitimate,  Employment  Standards  Branch  will  act  accordingly 


138 


  BARTENDER  TSSST 

  STANDARDS 

CONSORTIUM 
(WKtom  CaiHKW 

T   APPENDIX  TWO 

The  participant  will  be  evaluated  on  recipes  from  this  appendix.  Where  these  recipes  differ 
from  house  recipes,  the  participant  must  memorize  these  recipes  for  the  knowledge 
component  of  the  examination  but  is  advised  to  follow  house  recipes  for  the  performance 
component. 

It  should  be  noted  that  in  all  recipes  for  built,  shaken  or  stirred  drinks,  use  of  bar  ice  is 
implied.  Conversely,  absence  of  ice  in  hot  drinks  and  layered  drinks  is  also  implied. 
Othenvise,  it  will  be  noted  in  the  recipe  if  no  ice  is  necessary  or  if  crushed  ice  is  required.  In 
a  test  of  these  recipes,  the  participant  need  not  mention  ice  unless  it  is  crushed  or  if  the 
recipe  is  made  and  served  without  ice. 

All  recipe  ingredients  should  be  added  in  order  listed. 


Drink  Recipes 


After  Eight 
Coffee  glass 

1/3  oz.  Swiss  Chocolate  Almond 
1/3  oz.  peppermint  schnapps 
1/3  oz.  white  creme  de  menthe 
Coffee  or  hot  chocolate 

Build.  Top  with  whipped  cream. 
Garnish  with  chocolate  shavings. 


Bartender's  Rootbeer 

Sling  glass 
1/2  oz.  galliano 
1/2  oz.  Kahlua 
Soda  water 
Dash  cola 

Build.  Garnish  with  orange  and 
cheny. 


Bacardi  Cocktail 

Cocktail  glass 

1  oz.  Bacardi  white  rum 

2  oz.  lime  juice 
Dash  grenadine 

Shake.  Garnish  with  lime 
wedge. 


Beautiful 
Snifter 

1/2  oz.  Grand  Marnier 
1/2  oz.  cognac 

Build.  No  ice.  No  garnish. 
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Between  the  Sheets  Blueberry  Tea 


Cocktail  glass 
1/2  oz.  brandy 
1/4  oz.  triple  sec 
1/4  oz.  white  mm 
2  oz.  lemon  juice 

Shake.  Garnish  with  cherry. 


Black  and  Tan 

Beer  glass 
Equal  parts  of: 

chilled  lager  or  light  ale 

chilled  dry  stout 

Build.  No  ice. 


Black  Russian 

Old  fashioned  glass 
2/3  oz.  vodka 
1/3  oz.  Kahlua 

Build.  Garnish  with  cherry. 


Bloody  Mary 

Tall  highball  glass 
1  oz.  vodka 

3  dashes  Worcestershire  sauce 
Dash  salt  and  pepper 
Dash  hot  pepper  sauce 
Tomato  juice 

Build.  Garnish  with  lemon  slice. 
Salt  rim  may  be  requested. 


Snifter 

2/3  oz.  Grand  Marnier 
1/3  oz.  amaretto 
Hot  tea 

Build.  Serve  tea  on  the  side. 
Garnish  with  orange  slice. 
Cinnamon  stick  optional. 


Blue  Monday 

Old  fashioned  glass 
2/3  oz.  vodka 
1/3  oz.  Parfait  Amour 
7-up 

Build.  Garnish  with  cherry. 


Blue  Hawaiian 

Poco  Grande 
1/2  oz.  Blue  Curagao 
1  1/2  oz.  white  rum 
1  *  2  oz.  pineapple  juice 
1/4  oz.  coconut  syrup 

Shake  with  crushed  ice.  Garnish 
with  pineapple. 


Brandy  Alexander 

Cocktail  glass 

2/3  oz.  brandy 

1/3  oz.  creme  de  cacao 

2  oz.  cream 

Shake.  Garnish  with  sprinkling 
of  nutmeg. 
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Brave  Bull  (Black  Mexican) 

Old  fashioned  glass 

2/3  oz.  tequila 

1/3  oz.  coffee  liqueur 

Build.  Garnish  with  cherry. 


Brown  Cow 

Old  fashioned  glass 
1  oz.  Kahlua 
Cream 

Build.  Garnish  with  cherry. 


Caesar 

Tall  highball  glass  with  salted  rim 

1  oz.  vodka 

3  dashes  Worcestershire  sauce 

2  shakes  celery  salt 
Dash  hot  pepper  sauce 
Clamato  juice 

Build.  Garnish  with  celery  stick 
and  lime  wedge. 


Champagne  Cocktail 


Chi  Chi 

Fiesta  Grande 
1  oz.  vodka 

1  oz.  coconut  syrup 

2  oz.  pineapple  juice 
2  oz.  cream 

Blend  with  crushed  or  cubed  ice; 
do  not  strain.  Garnish  with 
orange  and  cherry  or  pineapple 
spear. 


Cocaine 
Snifter 

1/2  oz.  vodka 
1/2  oz.  Kahlua 
1/4  oz.  anisette 
1/4  oz.  galiiano 
3  oz.  cream 

Shake. 


Comfortable  Screw 

Sling  glass 

1/2  oz.  vodka 

1/2  oz.  Southern  Comfort 

Orange  juice 


Champagne  flute 

Cube  or  bar  spoon  of  sugar 

Dash  of  bitters 

Chilled  dry  sparkling  white  wine 

Build.  No  ice.  Garnish  with 
lemon  twist. 


Build.  Garnish  with  orange  and 
cherry. 

Creamsicle 

Cocktail  glass 

2/3  oz.  Golden  Pear 

1/3  oz.  Curagao 

1  oz.  cream 

1  oz.  orange  juice 


Shake.  Garnish  with  cherry  or 
orange  slice. 


— r  BARTENDER 

STANDARDS  ■ 
CONSORTIUM 
(WMwn  Cmdi) 

Creme  de  Menthe  Frappe 
Cocktail  glass 

1  oz.  green  creme  de  menthe 
Crushed  ice 

Build.  Garnish  with  cherry. 


Cuba  Libre 

Tall  highball  glass 
1  oz.  dark  mm 
Dash  lime  juice 
Cola 

Build.  Garnish  with  lime  wedge. 


Daiquiri 

Cocktail  glass 

1  oz.  white  rum 

2  oz.  lime  juice 

Shake.  Garnish  with  lime 
wedge.  Sugared  rim  may  be 
requested. 


Dubonnet  Cocktail 

Martini  glass 
1  oz.  gin 

1/2  oz.  red  Dubonnet 

Stir.  Garnish  with  lemon  twist. 


Freddie  Fudpucker 

Sling  glass 
2/3  oz.  tequila 
Orange  juice 
1/3  oz.  galliano 

Build.  Float  galliano.  Garnish 
with  orange  and  cherry. 


Fuzzy  Navel 

Tall  highball  glass 
1  oz.  peach  schnapps 
Orange  juice 

Build  with  crushed  or  cubed  ice. 
Garnish  with  orange  and  cherry. 


Dirty  Mother 

Old  fashioned  glass 
1/2  oz.  tequila 
1/2  oz.  coffee  liqueur 
Cream 

Build.  Garnish  with  cherry. 


Gibson 

Martini  glass 
1  1/4  oz.  gin 
Few  drops  dry  vermouth 

Stir.  Garnish  with  sour  pearl 
onion. 
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Gimlet 

Fizz  glass 

1  oz.  gin 

1/3  oz.  triple  sec 

2  oz.  lime  juice 


Garnish  with  lemon 


Shake, 
wedge. 

Gin  Fizz 


Fizz  glass 

1  oz.  gin 

2  oz.  lemon  juice 
Soda  water 

Shake  gin  and  lemon  juice.  Top 
with  soda  water.  Garnish  with 
orange  and  cherry. 
Any  desired  liquor  may  be 
substituted,  e.g.  Brandy  Fizz. 


Godfather 

Old  fashioned  glass 
1/2  oz.  scotch 
1/2  oz.  amaretto 

Build.  Garnish  with  cherry. 


Golden  Cadillac 

Cocktail  glass 

2/3  oz.  galliano 

1/3  oz.  white  creme  de  cacao 

2  oz.  cream 


Gorgeous  George  (Grand 
Bailey's) 

Old  fashioned  glass 

1/2  oz.  Grand  Marnier 

1/2  oz.  Bailey's  Irish  Cream 

Build.  Garnish  with  cherry. 


Grasshopper 
Cocktail  glass 

2/3  oz.  green  creme  de  menthe 
1/3  oz.  white  creme  de  cacao 
2  oz.  cream 

Shake.  Garnish  with  cherry. 


Greyhound 

Highball  glass 
1  oz.  vodka 
Grapefruit  juice 

Build.  Variation  is  Salty  Dog 
which  is  served  in  tall  highball 
glass  with  salted  rim. 


Harvey  Wallbanger 

Old  fashioned  glass 
2/3  oz.  vodka 
Orange  juice 
1/3  oz.  galliano 

Build.  Float  galliano.  Garnish 
with  orange  and  cherry. 


Shake.  Garnish  with  cherry. 
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Hot  Buttered  Rum 
Hot  rum  mug 

Bar  spoon  of  hot  buttered  rum 
mix 

1  oz.  dark  rum 
Hot  water 

Build  and  stir.  Garnish  with 
cinnamon  stick  and  lemon  slice. 


Irish  Coffee 
Snifter 

1  oz.  Irish  whiskey 
Bar  spoon  of  sugar 
Coffee 

Build.  Top  with  whipped  cream. 
Garnish  with  cherry. 


Kir  Rovale 

Champagne  Flute 

1/2  oz.  creme  de  cassis 

6  oz.  chilled  dry  sparkling  white 

wine 

Build.  No  ice.  No  garnish. 


Long  Island  Ice  Tea 

Sling  glass 

1/4  oz.  gin 

1/4  oz.  vodka 

1/4  oz.  white  rum 

1/4  oz.  tequila 

1/4  oz.  triple  sec 

2/3  part  cola 

1/3  part  lime/lemon  juice 

Build.  Garnish  with  lemon. 


Kjr 

All  purpose  wine  glass 
1/2  oz.  creme  de  cassis 
6  oz.  chilled  dry  white  wine 

Build.  No  ice.  No  garnish. 

Kamikaze 

Pony  glass 
1/3  oz.  Tequila 
1/3  oz.  triple  sec 
1/3  oz.  lime  juice 

Layer. 


Mai  Tai 

Tall  highball  glass 

1  oz.  dart<  rum 

1/4  oz.  Curagao 

1/4  oz.  amaretto 

Equal  parts  lime  and  pineapple 

Dash  grenadine 

Shake  and  pour.  Garnish  with 
orange  and  cherry. 


Manhattan 

Martini  glass 
1  oz.  rye 

1/2  oz.  sweet  vermouth 
Drop  of  bitters 

Stir.  Garnish  with  cherry. 
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Martini  glass 

1/4  oz.  dry  vermouth 

1/4  oz.  sweet  vermouth 

1  oz.  rye 

Drop  of  bitters 

Stir.  Gamish  with  lemon  twist  or 
cheny. 


Old  fashioned  glass 
2/3  oz.  vodka 
1/3  oz.  melon  liqueur 
Equal  parts  pineapple  and 
orange  juices 

Build.  Garnish  with  pineapple 
spear,  orange  or  cherry. 


Margarita 

Champagne  saucer  with  salted 
rim 

2/3  oz.  tequila 
1/3  oz.  triple  sec 
3  oz.  lime  juice 

Shake.  Garnish  with  lime 
wedge. 


Martini 

Martini  glass 

1  1/4  oz  gin 

1/4  oz.  dry  vermouth 

Stir.  Garnish  with  olive  or  lemon 
twist. 


Martini  -  Drv 

Martini  glass 
1  1/4  oz.  gin 
Few  drops  dry  vermouth 

Stir.  Garnish  with  olive  or  lemon 
twist. 


Monkey's  Lunch 

Old  fashioned  glass 

1/2  oz.  Kahlua 

1/2  oz.  creme  de  banane 

Cream 

Build.  Garnish  with  cherry. 


Monte  Cristo 

Snifter  with  sugared  rim 
2/3  oz.  Grand  Marnier 
Coffee 

1/3  oz.  Kahlua 

Build.  Top  with  whipped  cream. 
Drizzle  coffee  liqueur  over 
whipped  cream.  Garnish  with 
cherry. 
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Old  Fashioned  Planter's  Punch 


Old  fashioned  glass 
Sugar  cube  or  bar  spoon  of 
sugar 

3  dashes  bitters 
1  oz.  rye 
Soda  water 

Build.  Add  sugar  and  bitters 
before  ice.  Garnish  with  lemon 
slice,  orange  and  cherry. 


Paralvzer  (Vodka  Paralvzer) 

Sling  glass 

1/2  oz.  tequila 

1/2  oz.  coffee  liqueur 

Equal  parts  cream  and  cola 

Build.  Garnish  with  cherry. 
Vodka  can  be  substituted  for 
tequila  to  make  a  Vodka 
Paralyzer. 


Pina  Colada 

Fiesta  Grande 
1  oz.  white  rum 

1  oz.  coconut  syrup 

2  oz.  pineapple  juice 
2  oz.  cream 

Shake  with  crushed  or  cubed  ice. 
Garnish  with  pineapple  spear  or 
orange  and  cherry. 


Sling  glass 

1  oz.  dark  rum 

1/4  oz.  Curasao 

Equal  parts  lime,  orange  and 

pineapple  juices 

Dash  of  grenadine 

Build.  Garnish  with  orange  and 
cheny. 


Pousse  Cafe 

Shooter  glass 

1/7  oz.  grenadine 

1/7  oz.  Kahlua 

1/7  oz.  anisette 

1/7  oz.  Parfait  Amour 

1/7  oz.  strawberry  liqueur 

1/7  oz.  Green  Chartreuse 

1/7  oz.  brandy 

Layer.  Any  combination  of 
grenadine  and  spirits  that  will 
form  clean  layers  can  be  used. 
Usually,  5  to  7  layers  are 
poured. 


Rob  Roy 

Martini  glass 
1  1/4  oz.  scotch 
1/4  oz.  sweet  vermouth 
Drop  of  bitters 

Stir.  Garnish  with  cherry. 
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Rusty  Nail 

Old  fashioned  glass 
2/3  oz.  scotch 
1/3  oz.  Drambuie 

Build.  Garnish  with  cherry. 


Sidecar 

Cocktail  glass 
2/3  oz.  brandy 
1/3  oz.  triple  sec 
2  oz.  lemon  juice 

Shake.  Garnish  with  cherry. 


Scarlett  O'Hara 

Cocktail  glass 

1  oz.  Southem  Comfort 

2  oz.  lime  juice 
Dash  grenadine 

Shake.  Garnish  with  lime 
wedge. 


Screwdriver 

Old  fashioned  glass 
1  oz.  vodka 
Orange  juice 

Build.  Garnish  with  orange  and 
cheny. 


Shandv 

Beer  glass 
Equal  parts  of: 
lager 

gingerale/7-up 
Build.  No  Ice. 


Silver  Cloud 
Snifter 

1/2  oz.  amaretto 
1/2  oz.  Kahlua 
3  oz.  cream 

Build.  Top  with  whipped  cream. 
Garnish  with  cherry. 


Singapore  Sling 

Sling  glass 
1  oz.  gin 

Equal  parts  lemon  and  orange 
juices 

Dash  grenadine 

1/4  oz.  cherry  brandy 

Build.  Float  grenadine  and 
cherry  brandy.  Gamish  with 
orange  and  cherry.  When  rye  is 
substituted  for  gin,  called 
Shanghai  Sling;  when  dark  mm 
is  substituted,  called  Bombay 
Sling. 
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Snowball 

Sling  glass 
1  oz.  Advocaat 
7-up 

Dash  lemon  juice 


Build.  Garnish  with  lemon  slice. 


Sunburst  (Mimosa) 

Champagne  flute 
2  oz.  orange  juice 
Champagne 


Build.  No  ice. 
orange  slice. 


Garnish  with 


Spanish  Coffee 

Snifter  with  sugared  rim 

2/3  oz.  brandy 

1/3  oz.  coffee  liqueur 

Coffee 

Build.  Top  with  whipped  cream. 
Garnish  with  cherry. 


Spritzer 

Sling  glass 

5  oz.  dry  white  wine 

Soda  water 

Build  with  ice.  Gamish  with 
lemon  slice. 


Stinger 

Martini  glass 
1  oz.  brandy 

1/2  oz.  white  creme  de  menthe 
Stir.  Garnish  with  lemon  twist. 


Teouila  Sunrise 

Old  fashioned  glass 
1  oz.  tequila 
Orange  juice 
Dash  grenadine 

Build.  Pour  grenadine  down 
inside  of  glass  to  form  pool  in 
bottom  of  glass.  Garnish  with 
orange  and  cherry. 


Tom  Collins 

Tall  highball  glass 
1  oz.  gin 
Lemon  juice 
Soda  water 

Build.  Fill  with  lemon  juice  to  V/2 
inches  from  top  of  glass.  Top 
with  soda  water.  Garnish  with 
orange  and  cherry.  When  rye  is 
substituted  for  gin,  called  John 
Collins. 
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Velvet  Hammer 

Cocktail  glass 

1/2  oz.  creme  de  cacao 

1/4  oz.  triple  sec 

1/4  oz.  vodka 

2  oz.  cream 

Shake.  Garnish  with  cherry. 


Whiskv  Sour 

Sour  glass 

1  oz.  rye 

2  oz.  lemon  juice 

Shake.  Garnish  with  cherry. 
Any  desired  liquor  may  be 
substituted,  e.g.  Scotch  Sour. 


White  Russian 

Old  fashioned  glass 
2/3  oz.  vodka 
1/3  oz.  Kahlua 
Cream 


Yellow  Bird 

Fizz  glass 

1/2  oz.  white  rum 

1/4  oz.  creme  de  banane 

1/4  oz.  galliano 

1  1/2  oz.  orange  juice 

1  1/2  oz.  pineapple  juice 

Build.  Garnish  with  orange  and 
cherry. 


Zombie 

Sling  glass 

1/2  oz.  white  rum 

1/2  oz.  amber  rum 

1/4  oz.  cherry  brandy 

1/4  oz.  apricot  brandy 

Equal  parts  pineapple,  orange, 

lemon  and  lime  juices 

1/2  oz.  6ark  mm 

Build.  Float  dark  rum  on  top. 
Garnish  with  pineapple  spear, 
orange  and  cherry. 


Build.  Garnish  with  cherry. 
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Shooter  Recipes 


B-52  Jelly  Bean 

Shooter  glass  Pony  glass 

1/3  oz.  Kahlua  1/3  oz.  grenadine 

1/3  oz.  Bailey's  Irish  Cream  1/3  oz.  anisette 

1/3  oz.  Grand  Marnier  1/3  oz.  tequila 

Layer.  Layer. 


China  White 
Shooter  glass 

2/3  oz.  white  creme  de  cacao 
1/3  oz.  Bailey's  Irish  Cream 
Sprinkle  of  cinnamon 

Layer. 


Electric  Popsicle 

Pony  glass 

1/3  vodka 

1/3  Parfait  Amour 

1/3  creme  de  banane 

Dash  lime  juice 

Shake. 


Nishka  Lishka 

Pony  glass 
1  oz.  Metaxa 

Build.  Sprinkle  instant  coffee  on 
one  side  of  1/2  wheel  of  lemon 
and  sugar  on  other  side;  lay  flat 
on  top  of  glass  to  garnish  drink. 
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Non-Alcoholic  Drink  Recipes 


Shirley  Temple 

Tall  highball  glass 
Dash  grenadine 
7-up  or  ginger  ale 

Build.  Garnish  with  orange  and 
cheny. 


Roy  Rogers 

Frosted  sling  glass 

Equal  parts  orange  juice  and 

lime  juice 

Dash  of  grenadine 

Build.  Garnish  with  orange  and 
cheny. 


Mumm's  Collins  (Virgin  Sling) 
Sling  glass 

Equal  parts  orange  and  lemon 
juice 

Grenadine 
Soda  water 


Build.  Top  with  soda  water. 
Garnish  with  orange  and  cherry. 
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GLOSSARY 


back  up  (stock) 
champagne  method 
cross-contamination 

danger  zone 

fermentation 

FIFO  (first  in,  first  out) 

float 

foodborne  infection 
food-contact  surface 
food  poisoning 
gratuity 

micro-organisms 
or  microbes 

pathogens 

plasticware 

positive  attitude 


potentially  hazardous 
food 


extra  items 

sparkling  wines  made  by  secondary  fermentation 

transfer  of  pathogens  from  one  food  item  to  another  by  means  of 
equipment  or  hands 

temperature  range  between  4°-60°C  (40°-140°F)  at  which 
pathogens  grow  rapidly 

natural  chemical  reaction  in  which  yeast  transfomris  sugar  into 
alcohol  and  carbon  dioxide 

stock  rotation  procedure  for  bar  products;  products  are  stocked  so 
products  that  are  oldest  are  always  used  first 

minimum  cash  on  hand  to  provide  change 

Illness  caused  by  ingesting  food  containing  bacteria  or  vimses, 
which  multiply  in  host's  body 

any  part  of  equipment  or  utensils  in  contact  with  food  during 
preparation,  storage,  transportation  or  service 

illness  caused  by  ingesting  food  that  contains  infectious  micro- 
organisms, toxins  or  chemical  poisons 

money  given,  over  and  above  charges  incun'ed,  in  appreciation  of 
services 

microscopic  organisms  such  as  bacteria,  mold,  yeast, 
parasites  and  vimses 

disease-producing  micro-organisms 

items  made  of  plastic;  designed  for  single  use 

state  of  mind  with  which  a  person  approaches  a  task,  person  or 
situation  with  expectation  of  a  positive  experience 

any  food  item  capable  of  supporting  rapid  growth  of 
pathogens 
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roll-up/set-up/wrap 
saline  solution 
smallwares 
station/section 
suggestive  selling 
tipping  out 


toxins 
wine  host 


place  setting  rolled  up  in  napkin  and  ready  for  use 
salt  and  water  mixture 

articles  used  for  service,  e.g.  cutlery,  glassware 
work  area  assigned  by  supervisor 

increase  amount  of  guest  check  by  recommending  items  to  guest 

sharing  portion  of  tips  among  support  staff;  methods  include: 

a)  pool  -  set  amount  or  percentage  of  sales  is  collected  from  all 
front  line  staff  and  is  then  pooled  and  divided  amongst  ail 
support  staff 

b)  percentage  of  ring  out  -  frontline  staff  give  fixed  percentage  of 
ring  out  to  own  support  staff 

c)  fixed  amount  -  front  line  staff  give  fixed  amount  of  money  to 
own  support  staff 

substances  produced  by  pathogens  and  other  organisms  that  may 
cause  illness  in  humans 

guest  who  orders  wine 
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